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Executive Summary

1 The purpose of this community needs assessment is to ensure that the future
direction of the libraries in Craven County is consistent with the needs of the

communities being served by those libraries.

i The assessment is based on demographic data for Craven County and its towns,
library usage and funding data, surveys of county citizens and library staff, meetings
with staff members and library board members, focus groups, and interviews with

local community leaders.

i The demographic data for Craven County reflect the fact that the county is relatively

young, well educated, and wealthy, compared with the state as a whole.

1 Demographic trends show that the wealth of Craven County residents and the
percentage of the population 65 and over has increased more rapidly than for the
state as a whole. On the other hand, changes in education level and population
growth in general have lagged that of the state.
1 The towns in Craven County vary widely with respect to levels of education, wealth,
and age of their populations.
1 A survey of county residents found that respondents most frequently used the library
for adult books, childrends books, and I nter
respondents rated the library as excellent in meeting their needs, and two thirds
rated the | ibraryos c u¥hegreaest nusierofsuggestedh s e x c e
improvements dealt with books and computers.
1 A survey of library staff found that those individuals considered programs and books
for children to be the most important library services. Most staff members felt that
the library was doing a good job of meeting the needs of patrons.
1 Data regarding library usage and funding for the public libraries of Craven County
show that the libraries rank high in the percentage of the population registered and
program attendance per capita. The | i brarie
libraries in terms of non-print circulation per capita and in the number of public

Internet workstations per 5,000 people.
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1 Focus groups, interviews with community leaders, and other meetings found strong
support for books, computers and I nternet ac
interest in ebooks and more space in the library facilities.

1 An analysis of the public library space needs for Craven County suggests that a
reasonable target for public library facilities for Craven County for the next 20 years
is 64,480 square feet, 62 per cent more than the amount of space allocated now.
The analysis also found that a reasonable target for Craven County for the next 20
years is between four and six facilities.

1 The report finds that the public libraries in Craven County benefit from membership
in the CPC Regional Library System by receiving assistance from regional staff, by
sharing an integrated library system, and by taking advantage of the ability to borrow
materials from any of the ten member libraries in the regional library system.

1 The report makes more specific recommendations for the public libraries in Craven
County in each of the following areas:

Adult reading

Chil drends services
Computers and Internet access

Facilities

Genealogy and local history

Integrated library system

Local funding and funding patterns

O O O O O O o o

Marketing and advocacy
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Introduction

In January 2013, the library board of the New Bern-Craven County Public Library
contracted with RB Software & Consulting, Inc., for a community needs assessment to
ensure that the future direction of the libraries in Craven County is consistent with the
needs of the communities being served by those libraries.

The project has been funded by the New Bern Development Board, which
pr ovi de s forfthe pulpose gf puichasing, building or improving facilities designed
for the educational benefit of t he community residents

The community needs assessment has been conducted by Dr. Robert Burgin, a
library consultant with 38 years of experience in library education, library consulting, and

library administration.

Methods

The methods employed in this community needs assessment have included:

An examination of demographic data and demographic trends for Craven County.

=

An examination of library usage and funding data for the public libraries in Craven
County.

A survey of the citizens of Craven County.
A survey of the staff members of the public libraries in Craven County.

Meetings with the staff members of the public libraries in Craven County.

= =2 A =

Meetings with three of the four library boards for the public libraries in Craven

County.

=a

Meetings with focus groups made up of citizens from Craven County.
Interviews with local community leaders.

An analysis of the library facility needs of Craven County.

© 2013-2017, RB Software & Consulting, Inc.
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Chapter 1

Demographic Data for Craven County

A community needs assessment for a public library naturally begins with an
assessment of the community being served by e

demographic data.

County Data

A summary of the most recent demographic data for Craven County is shown in
Table 1-1 on the following page.! The data for Craven County are listed for 17
measures and compared with the median for all 100 counties in North Carolina. Craven
Countybés rank among the 100 counties is also
Craven0s r ank.

The demographic data for Craven County reflect the fact that the county is:

1 Relatively young, primarily with respect to pre-K children. Craven County ranks
10th in the state in the percentage of its population under 5 years of age. Itis
important to note that the percentage of the population in Craven County under
18 years of age or 65 and over is not significantly different from that of the state
as a whole. Itis only the under-5 population that is markedly greater. This is
likely due to the large number of families with young children associated with the
Cherry Point Marine Corps Air Station.

1 Relatively well educated. Craven County ranks 11th in the state in the
percentage of persons 25 and over with high school degrees or better and 26th

in the percentage of persons 25 and over with B.A. degrees or better.

! The majority of the data comes from the United States Census Bureau
(http://quickfacts.census.gov/gfd/states/37000.html). Unemployment data are from the North
Carolina Department of Commerce, Division of Employment Security
(http://www.ncescl.com/pmi/rates/ratesmain.asp). Literacy data are from the National Center
for Educational Statistics (http://nces.ed.gov/naal/estimates/overview.aspx).

© 2013-2017, RB Software & Consulting, Inc.
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1 Relatively wealthy. Craven County ranks 26th in the state in median household
income and 31st in the median value of homes. These rankings reflect modest,

although not top-tier, wealth relative to the state as a whole.

Table 1-1. Craven County Demographic Data

Measure Craven NC Median  Craven Rank
Population Under 5 Years of Age, 2011 7.3% 5.8% 10th
School Degree or Betier, 2006 2010 875%  80.0%  1ith
Land Area, 2010 708.96 462.7 15th
Population per Square Mile, 2010 146.0 113.1 24th
g’rezlrgc;?éigzezo%gli;rgfgs 25 and Over with B.A. 21 3% 16.3% 26th
Median Household Income, 2006 -2010 $44,599 $40,180 26th
Total Population, July 2011 104,786 55,107 27th
Assessed Valuation, 2010 -11 (millions) $9,400.0 $4,614.8 28th
Median Value of Homes, 2006 -2010 $151,500 $124,300 31st
Percentage Lacking Basic Literacy Skills, 2003 12.4% 14.5% 40th
Population Under 18 Years of Age, 2011 23.0% 22.5% 41st
Percentage Non -White, 2011 27.7% 22.9% 43rd
Percentage Hispanic, 2011 6.5% 6.1% 43rd
Population 65 Years and Over, 2011 15.6% 15.7% 52nd
Unemployment, June 2013 9.9% 9.8% 56th
Percentage in Poverty, 2006 -2010 16.0% 16.9% 61st

Demographic Trends

Table 1-2 on the following page shows several demographic trends based on a
comparison of data from 2000 and 2011. The percentage change for each measure is
shown for Craven County and for the state of North Carolina as a whole.

These trends reflect the following themes:

© 2013-2017, RB Software & Consulting, Inc.
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I Relative increases in measures of wealth. The median value of homes has
increased much more rapidly in Craven County (56.8 per cent) over the last
decade than it has for the state as a whole (37.7 per cent). Median household
income has also increased more rapidly in Craven (24.0 per cent vs 16.3 per
cent for the state). Nevertheless, growth in the percentage of the population in
poverty has roughly equaled that of the state as a whole.
Table 1-2. Craven County Demographic Changes, 2000 to 2011
Measure Craven NC
Median Value of Homes 56.8% 37.7%
Percentage in Poverty 29.6% 26.0%
Median Household Income 24.0% 16.3%
Population 65 Years and Over 16.4% 10.0%
Total Population 14.6% 20.0%
Percentage of Persons 25 and Over with B.A. or Better 10.4% 16.0%
Percentage of Persons 25 and Over with High School Degree or 6.7% 6.9%
Better
Population Under 5 Years of Age 0.0% -3.0%
Population Under 18 Years of Age -6.5% -2.9%

1 A relatively rapid increase in the age of the population. The percentage of the

population 65 and over has grown slightly more rapidly in Craven County (16.4

per cent) than in the entire state (10.0 per cent). The percentage of the

population under 5 years of age has held steady in Craven County while

dropping for North Carolinads

100

counties

the population under 18 has declined more in Craven County (6.5 per cent) than

for the entire state (2.9 per cent).

1 Relatively slower increases in education level. While Craven ranks 26th among

the stateds counties in the

percentage

or better, that percentage has grown less rapidly over the past decade than it has

for the state as a whole (10.4 per cent vs 16.0 per cent).

© 2013-2017, RB Software & Consulting, Inc.
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1 Relatively high population growth. Between 2000 and 2011, Craven County
grew less quickly than did the state (14.6 per cent vs 20.0 per cent).

Growth Project ions

The North Carolina Office of State Budget and Management provides population
data and projections for the 100 counties in North Carolina. That information is shown

in Table 1-3 below for Craven County.?

Table 1-3
Population Data and Projections
Craven County, 20101 2030

Measure 2010 ‘ 2020 2030 ‘
Population 103,505 106,745 108,704
Population Growth, Previous 10 Years 11,651 3,240 1,959
Percentage Population Growth, Previous 10 12.7% 3.1% 1.8%
Years
Percentage Population Growth, Previous 10 18.5% 11.5% 10.2%
Years, North Carolina
Births, Previous 10 Years N/A 17,311 16,383
Deaths, Previous 10 Years N/A 11,165 11,724
Natural Growth, Previous 10 Years N/A 6,146 4,659
Net Migration, Previous 10 Years N/A -2,906 -2,700
These statistics reflectt he st ateds belief that growth i

off, from 12.7 per cent between 2000 and 2010 to just 3.1 per cent between 2010 and
2020 and 1.8 per cent between 2020 and 2030. While the population growth for the
state as a whole is expected to decrease in the future, that drop is expected to be

greater for Craven County.

% Data are found at "County/State Population Projections,” URL:
http://www.osbm.state.nc.us/ncosbm/facts and_figures/socioeconomic data/population _estimat
es/county projections.shtm. Detailed growth data for 2000-2010 are not available on the site.

© 2013-2017, RB Software & Consulting, Inc.
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Much of this is due to net migration, which the state estimates will be quite high
for Craven County (perhaps due to concerns about the impact of base realignment on
the Cherry Point Marine Corps Air Station). Between 2010 and 2020, the state expects
a greater net migration in Craven County than
and between2020and2 030, t he st at e emigoagoo tobe laigerdhrare n6s n e

thatofa | | but one of the statebdbs counti es.

Implications for Library  Services

These demographic patterns have several implications for public library services

in Craven County.

1 The relatively young population in Craven County (particularly those under 5
years of age) supports the need for strong
the Craven County libraries. Public libraries have an important role to play in
helping young children build the skills needed to succeed in school, and this is
especially true in a county that ranks 10th in the state in the percentage of its
population under 5 years of age.

1 The population of Craven County is better educated and wealthier relative to the
state as a whole, and both better educated and wealthier populations tend to be
heavier library users. Consequently, demand for library services in Craven
County is likely to be strong.

1 The percentage of the population 65 and over had grown slightly more rapidly in
Craven County over the past decade than it has in the state as a whole. Older
populations tend to be strong users of library services in general and of
traditional, book-oriented library services in particular.

© 2013-2017, RB Software & Consulting, Inc.
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Chapter 2

Demographic Data for Towns in Craven County

Craven County is not homogeneous, and parts of the county vary widely from
one another. Demographic data also exist for the towns or census-designated places in
Craven County, and the data can be used to show some of the characteristics of the
populations of the different areas within the county and how these characteristics might
affect public library services. Because these towns represent over 70 per cent of the
countydbés population, their data reflect the t

area of the Craven County public libraries.

Town Data

A summary of the most recent demographic data for the towns in Craven County
is shown in Tables 2-1 and 2-2 on the following pages.® The data for the towns are
listed for 10 measures, some of which were also shown for Craven County as a whole
in Chapter 1.

The demographic data for these towns have the following implications for library

service:

1 The towns with lower levels of education (based on the percentage of persons 25
and over with high school degrees or better and by the percentage of persons 25
and over with B.A. degrees or better) are Dover and Cove City, both currently
served by the Cove City Public Library, and Vanceboro, currently served by the
Vanceboro Public Library. Individuals with lower levels of education are more
likely to require support for GED programs, literacy services, access to the

Internet (because they are less likely to have access at home), and computer

training.
® The data in this chapter come fromthecity-d at a. com Websi t e. The URL f ol
is http://www.city-data.com/city/New-Bern-North-Carolina.html, t he URL f or Havel ock

http://www.city-data.com/city/Havelock-North-Carolina.html, etc.

© 2013-2017, RB Software & Consulting, Inc.
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Table 2-1. Town Demographic Data

Measure Brices Bridgeton Cove City Dover Fairfield Havelock
Creek Harbour

Total Population,

July 2011 3,073 457 400 402

2,952

20,810

Population
Change, 2000 i 49.2% 39.3% -7.6% -9.3%
2011

48.9%

-7.3%

Population per

Square Mile, 2010 387.0  1,269.4 625.0 423.2

1,021.5

1,246.1

Percentage of

Persons 25 and

Over with High 95.8% 76.8% 68.7% 65.2%
School Degree or

Better, 2006 -2010

97.4%

90.0%

Percentage of
Persons 25 and
Over with B.A. or
Better, 2006 -2010

38.0% 24.0% 10.0% 6.7%

49.1%

18.7%

Median
Household
Income, 2006 -
2010

$72,457  $39,762 $31,810 $26,509

$60,603

$38,406

Percentage in
Poverty, 2006 - 2.3% 9.7% 19.7% 24.9%
2010

0.7%

11.6%

Median Value of
Homes, 2006 - $280,510 $119,415 $90,637 $72,884
2010

$270,587

$145,327

Median Resident

Age, 2011 41.9 44.0 47.8 40.1

63.5

23.5

Distance from
Nearest Public 6 miles 5 miles 0 miles 7 miles
Library

12 miles

0 miles

© 2013-2017, RB Software & Consulting, Inc.




Craven County Public Libraries, Community Needs Assessment 13

Table 2-2. Town Demographic Data

Measure NETNES Neuse New Bern River Trent Vanceboro
City Forest Bend Woods

Total
Population, 5,899 2,005 29,646 3,131 4,174 1,010
July 2011

Population
Change, 2000 8.8% 40.6% 28.2% 7.1% -0.4% 12.5%
i 2011

Population per
Square Mile, 709.0 677.4 1,149.1 1,227.8 1,424.6 587.2
2010

Percentage of

Persons 25

and Over with

High School 79.1% 97.2% 79.5% 94.2% 96.0% 78.5%
Degree or

Better, 2006 -

2010

Percentage of

Persons 25

and Over with 20.3% 48.3% 30.3% 48.1% 63.9% 16.5%
B.A. or Better,

2006-2010

Median
Household
Income, 2006 -
2010

$47,103  $51,201 $29,806 $45,318  $70,900 $32,293

Percentage in
Poverty, 2006 - 11.1% 14.0% 23.5% 7.5% 0.0% 17.4%
2010

Median Value
of Homes, $172,893 $207,295 $162,308 $203,105 $249,196 $118,644
2006-2010

Median
Resident Age, 40.6 41.0 38.8 56.8 50.2 31.1
2011

Distance from
Nearest Public 2 miles 8 miles 0 miles 8 miles 5 miles 0 miles
Library

© 2013-2017, RB Software & Consulting, Inc.
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1 The towns with higher levels of education (based on the same measures) are
Trent Woods, Fairfield Harbour, Neuse Forest, River Bend, and Brices Creek.
These populations are currently served by the New Bern and Havelock Public
Libraries. More educated populations tend to be strong users of library services
in general and of traditional, book-oriented library services in particular.

1 The towns with poorer populations (based on median household income, the
percentage of the population in poverty, and the median value of homes) are
Dover and Cove City, both currently served by the Cove City Public Library; New
Bern, currently served by the New Bern-Craven County Public Library; and
Vanceboro, currently served by the Vanceboro Public Library. Poorer individuals
are especially more likely to need access to the Internet (because they are less
likely to have access at home) and computer training.

1 The towns with wealthier populations (based on the same measures) are Brices
Creek, Fairfield Harbour, and Trent Woods, all currently served by the New Bern-
Craven County Public Library. Like individuals with higher levels of education,
wealthier individuals are more likely to be strong users of library services in
general and of traditional, book-oriented library services in particular.

1 The towns with younger populations in Craven County (based on median
resident age) are Havelock and Vanceboro, both currently served by their own
town libraries. Populations with lower median ages tend to have a large number
of children and to require help from libraries in building the skills needed to
succeed in school, through programs that get preschool children ready for
school, programs that supplement the work of the schools for school-aged
children, and summer programs that prevent children from slipping out of
practicing their reading skills (the fisumm

1 The towns with older populations (based on median resident age) are Fairfield
Harbour and River Bend, both currently served by the New Bern-Craven County
Public Library. Populations with higher median ages tend to be strong users of
library services in general and of traditional, book-oriented library services in

particular.

© 2013-2017, RB Software & Consulting, Inc.
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Chapter 3

Community Survey

From late June through early August 2013, the public libraries in Craven County
conducted a survey of the citizens of Craven County. A total of 319 individuals
responded.

The survey asked respondents to list the library facilities that they used most
frequently. The results are shown in Table 3-1 below. (Multiple answers were allowed,

and so the percentages total greater than 100 per cent.)

Table 3-1. Library Most Frequency Used

Library Percentage

Cove City 1%
Havelock 34%
New Bern 67%
Vanceboro 4%

Two thirds of the respondents listed the New Bern-Craven County Public Library
as the facility that they use most frequently, and just over one third listed the Havelock
Public Library. These percentages are similar to the percentages of registered
borrowers at each library, although Havelock (34 per cent of survey respondents vs 21

per cent of the registered borrowers in Craven County) is slightly overrepresented.

Reasons for Using the Library

The survey asked respondents to list the library resources and services that they
most frequently use. The results are shown in Table 3-2 on the following page.

By far, the most frequently used service or resource among survey respondents
were books for adults; 64 per cent of respondents listed these as one of the most

frequently used resources and services of the library.

© 2013-2017, RB Software & Consulting, Inc.
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Table 3-2. Most Frequently Used Library Resources and Services

Resource or Service Percentage ‘
Books for Adults: 64%
Books for Children: 37%
Internet Access Computers: 30%
Library Website: 25%
Programs for Children: 22%
Personal Research/General Information: 21%
Books on Tape and CD: 20%
Newspapers and Magazines: 20%
Check Out Videos and D\ 19%
Programs for Adults: 14%
Reference Service (in -house and telephone): 14%
Books for Young Adults: 13%
Large Print Books: 12%
Computers for Children: 9%
Genealogical Research: 9%
Business and Work Related Research: 8%
School Homework: 8%
Providing Meeting Space: 5%
Programs for Young Adults: 3%
Outreach Services to Pre -school Children: 3%
Foreign Language Materials: 3%

Books for children were the second most frequently used resource or service; 37

per cent of respondents selected these. Internet access computers (30 per cent) and
the | ibrarybés Website (25

respondents.

By contrast, the |ibraryos

per

c e of thg surveg r e

progr ams

school children, and foreign language materials were the least frequently used

resources and services; in each case, only 3 per cent of survey respondents listed

these among their most frequent reasons for using the library.

f
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Respondents who most frequently used the New Bern-Craven County Public
Library rated books for adults (63 per cent) and books for children (63 per cent) as the
two most frequentlyused! i br ary resources or sesitev(29pers, wi t
cent) ranking third. Respondents who most frequently used the Havelock Public Library
also rated books for adults (66 per cent) as the most frequently used library resource or
service, but those respondents ranked Internet access computers (43 per cent) ahead
of books for children (34 per cent) as the next most frequently used resource or
service.*

The largest differences between the two groups of respondents were on Internet
access computers, which 43 per cent of the Havelock respondents said that they used
frequently (as opposed to 24 per cent of the New Bern respondents), and checking out
videos and DVDs, which 30 per cent of the Havelock respondents said that they used

frequently (as opposed to 17 per cent of the New Bern respondents).

Meeting the Needs of Community Members

Respondents were asked to rate how well th
meet their needs. As Table 3-3 on the following page shows, nearly half of the
respondents rated the Craven County public libraries as excellent in this regard.
Another 36 per cent rated the libraries as very good, and only 2 per cent rated the ability
of the libraries to meet their needs as either unsatisfactory or poor.
The results were similar for both the Havelock and New Bern libraries: 45 per
cent of the respondents who indicated that they most frequently use the Havelock
Public Library rated the | ibraryés ability to

the New Bern-Craven County Public Library was 46 per cent.

* Because of the low number of responses from Cove City and Vanceboro, meaningful
breakdowns cannot be provided for those libraries.

© 2013-2017, RB Software & Consulting, Inc.
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Table 3-3. How Well Does the Library Meet the Needs of Respondents?

Rating Percentage

Excellent 46%
Very Good 36%
Satisfactory 16%
Unsatisfactory 1%
Poor 1%

How to Improve Library Services, Resources, and Facilities

Respondents were asked how the | ibraryos
could be improved. A total of 130 suggestions were received, and these are shown in
Table 3-4 on the following pages. The most popular suggestions for improvement

included the following areas:

1 Books. The most frequently mentioned area for improvement was books and, in
particular, more books, either inlkeneral
medicine, fantasy and science fiction, theology, and the sciences. Some
respondents wanted newer books, some wanted best sellers, and some wanted
chi |l dr e n 8 soupte @fadsmondents also noted the need for ebooks.

1 Computers. Computers were the second most frequently suggested area for
improvement. Both more computers and better computers were noted, and
some respondents even complained about specific computers that tend not to
work well.

1 Non-print items. Several respondents recommended getting more books on CD,
audio books, and DVDs.

1 Space. A number of respondents noted the need for more space in the library
facilities, either in general or for specific purposes, like meeting rooms in

Havelock.

© 2013-2017, RB Software & Consulting, Inc.
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities

1) Availability of work space for students/tutor 2) Would like to see an area
designated for boating

A larger budget for obtaining new book (and multiple copies of the most popular
ones). Also, additional computers.

All services, resources, and facilities are outstanding.

Audio book lending, if not already available, digital lending too

Better computer internet access

Better computer support

Better computers

Computer #7 in the libra ry often freezes up on me when | use it. It is a lot
frustrating

Computers #7 & 8 are slow and freeze up a lot. It takes 5 minutes to load a single
web page due to the freezing up and programs have to be restarted multiple times

Computers 7 & 8 lock up ¢ onstantly and multiple restarts on all programs

Computers need to be updated. Computers are still XP, when Vista, 7 and * have
been released

Create a listserv for those interested in events

Current card catalog software is totally unsatisfactory

Drop -box would be helpful.
E-BOOKS FOR KINDLE

Extend weekend hours. Eliminate charge for interlibrary loans.

Facility is great for children's programs we attend

Faster and better computers

Faster computers

Faster internet service, computer was  extremely slow and took a while to print
item.

Have more copies of newest releases and better system for holding books

Have more recent books on the shelf

© 2013-2017, RB Software & Consulting, Inc.
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

Havelock's comput ers need to be faster and notlo ck up (slow to respond). New
Bern needs more computers (usually a wait list)

Honestly, we have adequate resources and the facilities are well organized and
clean. Librarians are helpful and polite as well.

| am not aware of what the Havelock library offers or the hours but do know

where it is located. Marketing would help a great deal. Information sharing on

the city's Facebook page maybe? Would hope it would have free wi  -fi and would
be neat to have an online library that you could check out books for kindles. A

coffee shop perhaps (which would be an income generator). Are there book

swaps like plant swaps? Summer reading programs?

| feel like this Library is one of the bestin ou  r area. | hope they can continue to be
just that with the help of the county and city.

| have always had a pleasant experience.

| love Havelock Library. | wish it were bigger but | love that it is a quick
turnaround when getting books from another locati on.

| suggest a room, staffed by volunteers, to sell used books, etc. year around.
This is done in other places and makes more money for the library than the twice
a year book sales.

| think this library offers great activities and lectures, just so much, and | love it
here.

| wish there were more programs for children that working parents could attend,
also, the library d i d havetsome of the large collections books like Fancy Nancy
or Curious George

| would like to access new e --books just as in other library systems.

| would like to see the calendar posted earlier so | can plan ahead. Usually by the
first day of the month, | have already scheduled appts. when there are programs
available.

If a wealthy patron magically appeared and offered us o ur wish, how about a
second floor (with elevators) and more computers so that downstairs was quieter
and classes could be held upstairs.

If the computers that are "out of order" were serviced and fixed things would run
much smoother in that area.
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

Improve your computer program. For example 7-day books don't end up in
computer.

If nonfiction DVDs could all be in one section, that would be great!

It has been impossible to place holds or check my due dates on several
occasions when | have tried to do so online. The old systems worked much
better.

It is fine.

It would be nice if there was a way to have more books available

Justwish | w a s rncldatged late fees. Or if something is late it would be nice to get
a call or email like any other library

Knowledgeable staff. | have entered the wrong code at times, and the staff on
hand could not or didn't reset the computer so | could sign in.

Maybe have equipment available for use or take out, i.e., tape recorder / player,
CD players, visual aid equipment, projectors.

Medical information, textbooks

More audio books would be nice.

More best sellers

More best sellers.

More books

More books

More books available
More books on CD
More books on CD
More books on CD

More books on fantasy/science fiction

More books; computers that work; private meeting area

More books!

More children's books!
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

More children's program

More computers

More computers

More computers, meeting room and some type of window dressing.

More convenient hours

More copies of popular children books, | was told | could order the ones | needed
from another library and | would get an email...never did.

More extensive video collection, greater selection of books. | often search on the
website for a book which | would wish to borrow, and find it is not available. |

came from a small town where the library's book and DVD collection were much

more extensive, and | used that library regularly. In New Bern, sadly, | have not
formed the same habit. | support and am grateful for the library, but | wish it were
more complete than it is in areas where | would most use it.

More frequent computer maintenance

More homeschool books

More Irish novels

More large print books!

More movies, mo re space

More new books; more modern facilities; better security

More new books. Astronomy magazine. Archaeology magazine.

More new books. Get rid of old, out of date books.

More programming for young people in the 11  -15 age bracket

More up to date books

More up to date books

More up to date reference books for college. Books in present day circulation.

More working computers

More writings on theology, sciences, physics, universe. (Not text books but
theory)
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

Mostly, this library has the children's books | am looking for to read to my
daughter. There are some it does not carry.

Need more books for preteens

Need more non -fiction books, more references, need movies/ DVDs and videos,
need more meeting spaces and provide a video phone

Never have book | want

No change is needed.

No charge for kids videos, some of the books are in pretty poor condition

No improvement necessary!

None. Everything has easy access. A lot of information.

Online check -out sometimes doesn't work.

Online e -books and audiobooks, better selection young adult books

Open more convenient hours.

Open more convenient hours.

Open more hours.

Open on Sunday 1 -57?

Outside box for DVDs; wider selection of periodicals and DVDs; online instruction
for library; access to periodicals online

Perhaps to have extra books available in advance of a discussion program about
a book.

Please get all titles in  series; there are many gaps in holdings by popular authors.
Online holds are difficult/impossible to use.

Programs that reached out to the ECE students would be wonderful. A little
investment now would make them life long members of the public library
relationshi p.

Provide suggested reading lists for kids based on grade level

Put a divider/small wall up maybe to keep small kids from trying to crawl/walk
away while doing kid activities/stories.
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

Reading time for kids only Tues and Thursdays. More openings would be
convenient.

Search technology for finding in house books isn't user friendly , even for library
staff. Finding library hours online i s taking forever.

Sell more books. Put a special area for the books to be sold.

Some of children's books are in very bad condition.

Some titles | could ask Havelock to borrow from other libraries; there are more
local books | want to check out first. Internet speed and availability are good,
especially considering budget items (what you can buy)

Some updated materials would be great, ex., travel books from 2000 are too out of
date.

Sometimes | wish they (the library) would open on Sundays for a few h ours to
work on research needs.

Staff is excellent - always helpful; use only Havelock library

Staff is wonderful and a pleasure to work with! No improvements needed in my
opinion : -)
Tables for personal computers with electricity access are very limite d.

Teen programs

The catalog and account portions are often down.

The computers could run faster.

The computers still have some issues. I've tried to renew books with the
computers in the library, can't seem to get it to renew, just keeps turning / finding.

The interlibrary loan could be better. A little more sophisticated literature,
maybe the NPR lists s of books.

They need more of their team. The need was on the floor and two at the desk.

The New Bern library is an old building that needs b etter air circulation and air
filtration. Many senior citizens with asthma cannot use the library due to the air
quality. My elderly mother, who has asthma, will not enter the building because it
becomes difficult for her to breathe. Many of her friends have stated the same
problem.
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Table 3-4. Suggestions for How to Improve Library Services, Resources, and Facilities
(Continued)

Suggenon

The program for the preschoolers during the school year is great just a little long
for them 30 min would be good

The program for the preschoolers during the school year is great just a little long
for them 30 min would be good

The selection of current books is poor.

Their computers could use an update because there have been times where they
just stop working

There are no areas that require improvement

They help people all the time with everything they need when they need it. They
help the children with their work all the time when they ask.

They might need wireless internet or wi ~ -fi.

Update check out so you don't need date due cards any more.

Updated computers.

We are usually at library on Wed 11 -12 noon. Often there are disruptions from a
group also there at the same time.

We love going to the library!

We need access to e -books and more print books in circulation.

We need more money for books.

Website é book searches are discouragingd
popular new releases. Also, depending on how | enter my account determines

whether it accepts entries or forgets them later. Ex. Ab ook | put on hold was not
truly on hold after | waited for it.

Wifi
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Customer Service and Support

The survey asked respondents to rate the quality of customer service and
support provided by the library staff. The results are shown in Table 3-5 below.

Roughly two thirds of all respondents (66per cent ) rated the staf
service and support as excellent. Another 25 per cent rated it as very good. Only 1 per

cent of the respondents rated the customer service and support as poor.

Table 3-5. Quality of Customer Service and Support

Rating Percentage

Excellent 66%
Very Good 25%
Satisfactory 8%
Unsatisfactory 0%
Poor 1%

Again, the results were similar for both the Havelock and New Bern libraries: 67
per cent of the respondents who indicated that they most frequently use the Havelock
Public Library rated the | ibrarydés ability to

the New Bern-Craven County Public Library was 65 per cent.

How to Improve Customer Service and Support

Respondents were asked to describe ways in
service could be improved, and these 76 ideas are listed in Table 3-6 on the following
pages. The vast majority of these comments praised the staff for being helpful, but a
few complained about the need for more staff or gave specific examples of poor

customer service.
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Table 3-6. Suggestions for How to Improve Library Customer Service and Support

? Always polite

[staff is very educated in their field

About half the staff is super nice and helpful the others well they don't seem to
want to be there or they are too busy talking that they make the customers wait til
they are done.

Already wonderful

As | stated on question 3, "more" staff ! At any given time, the library can be
packed, with "no" help.

Automatic text on emails sent 24  -48 hours prior to books' due dates.

Bookmobile for the disabled at home.

Books in series should be bought.

Can't think of a thing, the staff is great, kin  d and considerate!

Card catalog isn't very user friendly

Children library staff, Ms. Pam & Mrs. Bryant , always make us feel welcome. Great
programs offered.

Circulation needs to be informed better. Administrative & Department heads
should have pagers to help keep staff from trying to locate them when patrons
have to speak with them.

Computer is "down" too often.

Customer support has always been top notch!!

Customer support is excellent!

Even though | drive by the New Bern library several times a we ek, I avoid going in
there as much a possible because of the rude, unfriendly staff. Instead, I drive 20

min to the Havelock Library, where the staff are all so sweet, very

accommodating. Even our school -aged kids say that they "feel happier" at the
Havelock library - "like they want us there".

Everyone has been great!

Everyone | have encountered has been very nice and helpful.

Excellent

Excellent, friendly service!
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Table 3-6. Suggestions for How to Improve Library Customer Service and Support
(Continued)

Suggenon

Friendly, swift, the people are a plus

Great staff and volunteers - keep up the good work!

Great support

Havelock's staff is wonderfull!

| am very pleased, like the ability to get books from other branches and check my
account at home and place holds. People so pleasant.

| can't ask for anything else from the library staff.

| don't use library staff support much.

| enjoy books on Christmas -Jesus birth, snow and decorations; love stories. It
would be nice to have them all in  one place.

| feel like they work very hard and we all are proud of how hard they work.

| have had several issues with the circulation desk. Books not checked in
properly, not all books renewed when trying to renew multiple book, etc. Not all
the circul ation staff have been friendly as well.

| think all are amazing! | have a very talkative son with lots of questions and all
are met on his level and with patience.

| use Havelock library. Staff is super. First library I've used that knows me by
name. They're always willing to help me search for an item or get me past a "brain
freeze" while on the computer

| use the Havelock facility and cannot say enough for the great service these
people provide and they are always pleasant.

If software were an easi er, simpler design, staff would be able to connect
information faster.

It'd be nice if the staff that works in the Children's book area were more child -
friendly. Usually, the librarian that sits in the room doesn't interact with my kids

at all and isn't very willing to help. I rely on this person to help me find age -
appropriate books for my 2 kids.

It's just so great!

More computer classes

More friendly staff in adult section
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Table 3-6. Suggestions for How to Improve Library Customer Service and Support
(Continued)

Suggenon

More staff available to help with research.

More Sun Journal subs. They usually are taken in use.

More workers

My favorite helper is Ms. Pat Cobb. She is very customer focused.

Need more help and research materials when conducting African -American
genealogical research.

No change is needed.

Noise level. Control of children

None - it's excellent

None needed

None of the areas need improvements.

None, staff could not be more helpful!

None, the staff are great

None. Everything is great.

None. I'm always treated with respect and the staff is always willing to help with
any problems.

None. They are always good!

Offer classes on using the online catalog and resources provided by the system.

Open more days. Closed on days surrounding holidays when people are off and
could be using the library. Example , the Saturday before Easter.

Overall the library has a kind, helpful staff. The only thing that | see that could be
improved is that there are times where no one is running the front desk.

Personal items, business items, educational assistance

Public telephone and a fax service

Same as number three.

See no.3. Totally satisfied...
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Table 3-6. Suggestions for How to Improve Library Customer Service and Support
(Continued)

Suggenon

Send out email the day library books are due instead of email saying library
books are now overdue

Smile more

Staff is excellent - always cheerful and helpful!

Staff is excellent!

Superior!

Teach computer usage classes. Posta billboard showing library services
available to the public.

The customer support is wonderful. No need to improve on it. Everyone is very
polite and helpful.

Learning school work from each  other. They help friends whe n they come from
school. The mom s and dad s are with them all the time and they all help  others.

The library is great.

The library staff is great!

The New Bern personnel could be more helpful.

The policy regarding "missing" books and who is responsible needs to be
reevaluated.

The staff are very courteous and professional! | need help with e -books. Is there
a class scheduled? The New Bern library had a recent class but | missed it. | will
pay for the class or a tutor.

The staff is the best ever!

There is plenty of excelled support now and always has been. You just need
more room. The staff is helpful, smart, and kind.

They are always courteous and helpful.

They are so nice the few times | have visited.

We attempt to avoid one or two front des  k staff due to their curmudgeonly
attitudes.

We would make more space to add more services.

Yes. You need more computers . Don't have many so people can work. We can get
more computer.so no have to get up for computer when we work on a paper.
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Frequency of Library Use

Survey respondents were asked to indicate
materials and services. The results are shown in Table 3-7 below.
The largest percentage of respondents (46 per cent) reported using the library 2
or 3 times per month. Another 30 per cent reported using the library 2 or 3 times per
week, and 15 per cent reported using the library infrequently. Only 3 per cent had never
used the library.

Table 3-7. Frequency of Use of Library Materials and Services

Freque ncy Percentage

Daily 7%
2-3 Times per Week 30%
2-3 Times per Month 46%
Infrequently 15%
Never 3%

The respondents who most frequently used the Havelock facility were less likely
to use the library 2 to 3 times per month (31 per cent) and more likely to use the library

infrequently (36 per cent).

Importance of Library Resources and Services

Respondents were asked to rate the importance of various library resources and
services. The percentage of individuals who rated a resource or service as very

important is shown in Table 3-8 on the following page.®

® Note that this is a slightly different question than the earlier one that asked respondents to list
the library resources and services that they use most frequently. Someone might consider a
resource important but not make heavy use of that resource.
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Two resources and services were rated as very important by at least half of the
survey respondents. Books for adults were the highest rated resource, with 67 per cent
of respondents rating them as very important. Slightly more than half of the
respondents (52 per cent) rated books for children as very important.

Table 3-8. Percentage of Respondents Rating the Library Resource or Service
as Very Important

Resource or Service Percentage ‘
Books for Adults: 67%
Books for Children: 52%
Programs for Children: 44%
Library Website: 40%
Books for Young Adults: 38%
Personal Research/General Information: 38%
Internet Access Computers: 36%
Programs for Adults: 31%
Computers for Children: 30%
Reference Service (in -house and telephone): 30%
School Homework: 28%
Check Out Videos and D\ 28%
Outreach Services to Pre -school Children: 27%
Books on Tape and CD: 27%
Programs for Young Adults: 25%
Business and Work Related Research: 24%
Large Print Books: 24%
Newspapers and Magazines: 24%
Genealogical Research: 23%
Providing Meeting Space: 21%
Foreign Language Materials: 13%
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By contrast, only one resource was rated as very important by less than one fifth
of the survey respondents. By a large margin, the lowest rated resource was foreign
language materials, which only 13 per cent rated as very important.

Respondents who most frequently used the New Bern-Craven County Public
Library rated books for adults (68 per cent) and books for children (53 per cent) as the
two most important library resources or services, with programs for children (45 per
cent) ranking third. Respondents who most frequently used the Havelock Public Library
also rated books for adults (68 per cent) and books for children (52 per cent) as the
most important library resources and services, but those respondents ranked personal
research and general information (50 per cent) as the next most important resource or
service.

The largest differences between the two groups of respondents were on Internet
access computers, which 47 per cent of the Havelock respondents rated as very
important (as opposed to 31 per cent of the New Bern respondents), and personal
research and general information, which 50 per cent of the Havelock respondents said
that they used frequently (as opposed to 36 per cent of the New Bern respondents).

Limits to Library Use

The survey asked respondents to list the factors that limit their use of the library.
The percentage of individuals who chose a particular factor is shown in Table 3-9 on the
following page.

A total of 154 individuals out of 319 total survey respondents answered this
guestion, indicating that just under half of the respondents (48 per cent) felt that some
factor limited their use of the library. The other 52 per cent apparently did not believe
that their library use is limited in any way.

Having a computer and Internet access at work or at home was, by far, the most
frequently selected factor limiting the use of the public libraries in Craven County; just
over two thirds (68 per cent) of the individuals who responded to the question chose this
factor. Another 21 per cent stated that they get books, videos, and other items

elsewhere.
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Table 3-9. Limits to Library Use

Factor Percentage

| have computer and Internet access at work or at home. 68%
The library hours are inconvenient. 22%
| get books, videos, etc., elsewhere. 21%
The |ibrary doesndét have wha 19%
I dondét enjoy the | ibraryos 8%
I dondot feel safe at the |ib 8%
The size or layout of the library is a problem. 6%
The |ibraryodés | ocations are 5%

Of the items more directly under the control of the libraries, the inconvenience of

library hours (22 per cent) and the library not having what the respondent needs (19 per

cent) were the most frequently listed factors.

The respondents who most frequently used the Havelock facility were more likely

to say that the | ibraryds hours

wer e

i nconven

who most frequently used the New Bern library (7 per cent). Otherwise, there were few

differences between the two groups on the limits to library use.

In addition, respondents were invited to provide comments on the limitations to

their use of the library. The 52 comments received are shown in Table 3-10 on the

following pages. The most frequently mentioned limitations include the following:

9 Safety. Nine respondents mentioned safety issues as limiting their use of the

library. Smokers and loiterers at the front door of the New Bern facility were a

particular problem.

1 Space. Several individuals noted the need for more space in the libraries or for

specific improvements, like a private meeting room.

1 Ebooks. About half a dozen respondents mentioned the need for access to

ebooks. Sever al noted that

t hey

read
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1 Hours. Half a dozen individuals noted that the library hours were not convenient.
Some wanted the library to be opened later, and some wanted Sunday hours.

Table 3-10. Additional Limits to Library Use

A private meeting room is needed

Although I did not checkthe ¢ h i | d'mreyoubgsadults’ services, | think these
are a very important part of the library services. | also very much enjoy the lunch
and learn series and meeting the authors, or learning about other books. | also
belong t 0 a book club, and have used the book kits.

Although I don't have a need for children's books, etc., or some of the other
services provided, | strongly believe they are necessary for our community. |
hope they continue. The Havelock staff is always help  ful and very friendly.

At times at the library | have not felt safe. ~ Even though my child is old enough to
beinthe ¢ hi | d libeary dlane | do not allow it. | have also had people ask me
for money when entering the library or in the library parking lo t.

At times | feel uncomfortable walking in & out of library. Smokers at doorways are
often a problem. Online book would  be a huge hit. Maybe could even charge a
fair monthly fee to access.

Being a County building | believe that the Police department sh ould have to come
in a couple times a day to check bathrooms and reading area.

Better computers

C a n diways get books

Closing on Sundays has been inconvenient at times but | understand it saves
resources, so I'm good with it. :)

Could be open later

Current DVDs; *separate meeting room*

Don't have up -to-date DVDs. Need more help when genealogical research and
materials for African -American research.

Extending hours into evening might get me to visit more days. Budget item.

Great and pleasant people work here.

Great job at our location.

| don't have Internet access at home. On work | come to library for search on
paper that | do.
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Table 3-10. Additional Limits to Library Use
(Continued)

L

| have a nook and would like to have more  ebooks available.

| live in a different county or | would come more

| READ EXCLUSIVELY ON MY KINDLE AND WOULD BE SO THRILLED IF | COULD
BORROW BOOKS ELECTRONICALLY.

| use the Cherry Point library. They have a kindle check out program and an
online library of downloadable library books.

| wish Havelock would open at 9 a.m.

| would like to read large print books on line, | have a craven county library card, |
would also like to read on my  nexus, thank you.

Library layout ---There are no meeting room s at the library. We can find a place to
meet but it is in the larger area. When the Friends of the Library meet, we take up
tables that library users could be using. Hours  --l often am waiting of the library
to open at 10 am. Others are waiting with me.

Library services are not made public in an effective manner.

Many times | have requested a book and was 50+ in the queue. Duplicate copies
of the best sellers would help.

More advanced search options for the online search.

More new books

My activiti es/volunteer wo r k d onmarsant @sing the library as | once did.
Riverbend has its own library.

No electronic book borrowing

No meeting room, computers down most of the time.

None of the above. The Havelock library is very convenient in location, hours and
layout. And the atmosphere is enjoyable and friendly.

NPR book list books. | use yo ur audiobooks download and also  Audible.com.

Public library closes early 2 days a week

Quite often the selection of books is geared more to seniors

Rap songs

Read mostly ebooks.

Read mostly ebooks.
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Table 3-10. Additional Limits to Library Use
(Continued)

e

Really just unsafe feeling at entrances to library.

Smoking at front door

Sometimes kids/students loiter

The childrends ar ea c moré sbft plaees ta sithnd fewer e
tables.

C

The computer search and hold system frequently does not allow me to find a
book in your library and place it on hold. A BIG problem!!

The computers are very slow an d that limits me and my family.

The library feels very crowded, with few tables and only one reading area. The
non -fiction section seems very outdated.

The library should be open late nights and weekends

There seem to be a lot of people "hanging around " and not there for library
services.

This is the best library in Carteret and Craven county and NC service and material

Too many people hanging out in front of library.... no security there

Too many people hanging out in front of library ... no security there

When people talking loud and cell phones ring.

Where | live / distance

With the college next door | would have thought they would have built a larger
library.

Demographics

The survey also collected demographic data about the respondents, and this
information is summarized in Table 3-11 on the following page.
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Table 3-11. Demographics of Survey Respondents

Measure Percentage ‘
Have a library card 90%
Female 79%
Male 21%
White 80%
African -American 14%
Latino 1%
Asian 2%
20 years old and below 2%
21 to 30 years old 13%
31 to 40 years old 19%
41 to 50 years old 19%
51 to 60 years old 19%
61 to 70 years old 15%
71 years old and above 13%
Median age 49.5

Library card holders. A large majority of the survey respondents (90 per cent)
had library cards. This result is not surprising, as the survey was provided in paper at
the libraries themselves and the URL for the Web-based survey was advertised at the
libraries.

Li brary card holders were much | ess
Internet computers (28 per cent vs 53 per cent for respondents who did not hold cards)
but much more likely to use books for adults (71 per cent vs 20 per cent) or books for
children (41 per cent vs 3 per cent). This is not surprising, because a library card is
required to check out books for adults and children but not to use the Internet
computers, for those over 18 years of age.

Not surprisingly, card holders were more likely than those without library cards to
rate the |librarybés cust omer 9peraentvsG2peraent.
This result suggests that customer service is an important factor in attracting individuals

to the library.
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Library card holderswer e more | i kely to rate the | ibr
important than were those without library cards (82 per cent vs 60 per cent). Card
holders were also more likely to rate the large print books as very important (42 per cent
vs 20 per cent) but less likely to rate business and work related research (39 per cent vs
65 per cent) and school homework (47 per cent vs 71 per cent) as very important.
Again, this difference may be related to the fact that using adult and large print books
typically requires a library card while doing business and work related research and
school homework may not.

Card holders were less likely to say that their use of the library was limited
because they had access to computers and the Internet at home or at work (64 per cent
vs 100 per cent of those who did not have a library card). It is not clear why this should
be the case.

Otherwise, there were no substantial differences between library card holders

and those without cards

Gender. Females made up 79 per cent of the survey respondents, a result that
is not surprising, given the fact that females traditionally use public libraries more than
do men.
Women were more likely than men to use books for children (42 per cent vs 21
per cent) but less likelytousetheli br ar yés I nternet computers (2
cent). Not surprisingly, women were also more likely to rate books for children as very
i mportant than were men (80 per cent vs 60 pe
Internet computers as very important (46 per cent vs 71 per cent).
Women were less likely to use the library daily or two to three times per week
than were the male respondents (33 per cent vs 52 per cent).
Otherwise, there were no substantial differences between the two genders on

their responses to the questions on the survey.

Ethnicity . Whites represented 80 per cent of the survey respondents, and
African-Americans represented 14 per cent. Whites make up 72 per cent of the

population of Craven County, and so they are slightly overrepresented in this survey.
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This may be related to the fact that white individuals are typically heavier users of
libraries than are members of the other ethnic groups.

Whites were |l ess |ikely to use tnlae | i brary
frequent basis (25 per cent to 61 per cent). This result is not surprising, given that
whites are more likely to own computers and have Internet access at home. This idea
is supported by the fact that fewer non-whites listed having computer and Internet
access at home or work as a factor that limited library use (50 per cent vs 70 per cent).

Non-whites were more likely than whites to rate several library resources and
services as very important. These include newspapers and magazines (63 per cent vs
31 per cent), foreign language materials (52 per cent vs 20 per cent), business and
work related research (65 per cent vs 37 per cent), and programs for young adults (73
per cent vs 54 per cent).

Otherwise, there were no substantial differences between whites and non-whites

on their responses to the questions on the survey.

Age. The largest number of respondents was between 31 and 40 years of age,
41 and 50 years of age, and 51 and 60 years of age. Each of these age groups
represented 19 per cent of the survey respondents.

The number of respondents 65 years and older (21 per cent) is a bit higher than
the percentage of that age group for the population of Craven County (16 per cent,
according to census data). The percentage of respondents under 18 years old (2 per
cent) is far smaller than the percentage of that age group for the population of the
county (23 per cent), but this is understandable, given the difficulty that children have in
completing such surveys.

The oldest users (those 61 years old and above) were far more likely than those
60 years old and below to use books for adults (87 per cent vs 56 per cent) and large
print books (27 per cent vs 7 per cent). They were also less likely to use books for
children (6 per cent vs 54 per cent), programs for children (1 per cent vs 32 per cent),
and Internet computers (13 per cent vs 37 per cent).

Respondents who were 61 years old and above were also more likely to rate

programs for adults as very important (68 per cent vs 45 per cent) but less likely to rate
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books for children (54 per cent vs 84 per cent) and programs for children (50 per cent vs
72 per cent) as very important.
Otherwise, there were no substantial differences between the oldest respondents

and younger individuals on their responses to the questions on the survey.

Home Zip Code

The survey also asked respondents to list their home Zip codes, and these can
be seen in Table 3-12 below. Not surprisingly, nearly all of the respondents listed either
a New Bern (68 per cent) or a Havelock (26 per cent) Zip code. A similar result was
found when respondents listed the library that they most frequently used. (See Table 3-
1)

Table 3-12. Home Zip Codes of Survey Respondents

Home Zip Code Percentage

New Bern 68%
Havelock 26%
Other Towns in Craven County 2%
Vanceboro 2%
Other NC Counties 2%
Out of State 1%

Comments and Suggestions

Finally, the survey invited respondents to share any comments and suggestions
that they might have. The 84 remarks that were received are shown in Table 3-13 on

the following pages. The most common themes included:

1 Positive comments. Over half of the additional comments praised various

aspects of library service, including the staff and the programs.
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1 Ebooks. Several respondents mentioned the need for ebooks. As one person
noted, AOnline books would be a huge hit.o
1 Space. Several individuals maderecomme ndati ons rel ated to th
space, including ways to make both the adu

inviting. o

Table 3-13. Other Comments and Suggestions

Comment or Suggestion

DZthe | ibrary

All of the staff in Havelock are wonderful

Bookmobile ; working computers; monthly book club

Can the library lend ebooks?

Drop -box needed

Everyone is doing a great job and the library is very involved with the community!

Havelock library has a wonderful and very helpful staff.

| am very happy w ith our library's services especially the availability of new

books and the staff is always very helpful and accommodating . | use the library
frequently and always recommend it to my friends whenever the subject of books
comes up.

| do enjoy that ours is  a regional library and | don't have to have a library card for
each library. Also am impressed | can order books from the surrounding areas
and get them at my local library sight. The library in Beaufort is wonderful and
seems to have the best selection of audio books but too far to drive. Ordering
them is so convenient. Have tried to download from online but not successful.

| do enjoy the library. The atmosphere is peaceful, and people take advantage of it
well.

| do not think the library should stay = open past 8:00 p.m. during the week. The
summer reading program is awesome. | wish it lasted for 6 weeks not just 4
weeks.

| enjoy all of my visits to the library.

| enjoy the great service and material.

| especially like using interlibrary loans.

| feel "safe” but | feel like | need to keep an eye on my belongings at all times.
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

| find all the desk assistances very helpful in Havelock location.

| have been bringing children to the library on Fridays, Tuesdays, and SR
Programs for 10 years.

| have been using the library since | was very young  .... old enough to walk there
on my own. When moving to different states, because my husband was in the
Marine Corps, one of t he first places | would check out would be the local

Library :)

| have been very pleased with the staff and attended many of the programs that
the library has offered. E -reader classes, historical classes, ghost story, etc.
Please keep offering programs  for seniors.

| have enjoyed participating in adult evening book discussions even though travel
schedule has limited my attendance. Book selections opened my eyes to new
authors.

| have lived here five years and am a retired school librarian. | am impressed by
the services provided by our library. | do think we need to move forward and
keep pace with technology such as offering new books as e -books for "check

out". | am also concerned about the library services available to other areas of
Craven C ounty such as Harlowe. This is a topic of recent discussion by our
Friends of the Library group. | have found all the library staff at the Havelock
Library to be very helpful! They go out of their way to help patrons. The Let's
Talk About Series of fered in Havelock and New Bern have all been fantastic! |
have used the New Bern Library also and participated in adult programs up there.
It is a little further to travel and | appreciate the choice offered by these libraries. |
love using the onli ne catalog with interlibrary loan capabilities.

| have one major one but will not respond at this time.

| have worked as Havelock East Chief Judge for Craven County Board of Election
and we worked several years in the Havelock Library with these election sand |
can honestly say working there was the most pleasant experience | have had

since | have done the elections which has been almost 16 years. The Havelock
Library is run so efficiently and with a very professional staff. Thank you.

| haven't been usi ng the library as | use to due to getting a NOOK several years
ago. However as money is getting tighter (and | miss the feel of an actual book in
hand) | plan to return to the Library in my near future. Thank you for being such a
wonderful resource.
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

| look forward to going to the library soon to check out what CDs/DVDs are
available.

| love the children's department, staff and kids storytime - New Bern is blessed to
have such an awesome children's department. Thank you for all you do.

| love the library and its fine folks.

| love the library.

| love the library. It's peaceful for me

| miss the old Bookmobile, which used to come out to our neighborhood. For
many elderly who do not drive, this was a great resource.

| pray the library does not close! Thanks for your work! | get a little confused @
the website and all the links - a more user friendly website would be  cool. My
library may not have all the listed possible resources but I think it should!! The
library is a wonderful place for kids, young adults and adults. | have very fond
memories of my weekly trips with my dad when | was younger and want to pass
that on to my daughter.

| really love the library as it is and can't think of a way | would change it. Maybe
the website could be updated.

| think books are very important. | refuse to get a Kindle - | like to hold a book.
Libraries provide a lot of services - to all ages.

| think I've said it all. Thank you for doing the survey.

| think the other branches need more programs like New Bern. The puppet plays
and the great lady who does them would really help the other branches.

| would be interested in more adu It lectures/discussion groups. | have thoroughly
enjoyed the Lets Talk About It programs, and several lectures that | have

attended. When my sons were younger, they participated in the children's
programs and the young adults programs and absolutely lo ved both!

If there were a simple way to locate DVD films if | come in wanting "something"
but not knowing what | want.

In 1965, | researched my great -grandfather's Civil War record in your
"Compendium of the War Between the States,” and in reading everything written
about the 15th Wis. Inf. Reg. And located what had happened to him at
Chickamauga , being captured and wound ed, died in Atlanta. My parents and |
were able to pay respects to his grave in Marietta, GA, 100 years after his death.
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

It might be possible, by re -allocating space, to make the adult area of the library
more inviting. Probably more computers are needed for community members

who don't have Internet access. Also, some of the reference staff are not very
enthusiastic about helping people. | have only had two transactions wi th the
reference staff. First, | suggested a book for the library to buy. The book was
purchased but there was no follow -up to let me know it had arrived. In other
libraries | have used there was a system to place a hold for the person who
suggested the purchase. Second, | could not place a hold using the automated
system (which has been an ongoing problem) so | asked one of the reference
staff to do it for me. It was placed for pickup at Newport rather than New Bern, so
when they called me to pick it up I had to wait again for it to be sent on to New
Bern. These are small things but things like this can add up to make a difference
in people's perceptions of customer service.

Just love and value the library. Think it's great.

Keep up the good job!

Keep up the good work!

Keep up the great work!

Keep up the work Havelock Library NC. Great job.

Libraries are important to communities. Ours needs to be better funded by the
county.

Libraries should be a vital and beloved part of any community. 1 am g rateful for
ours.

Library staff friendly and helpful. Wonderful facility. New Bern is fortunate to
have this great asset.

Love love love the children's programs. My two oldest sons have been attending
the one for 3rd - 5th graders and they have a blast . Thanks for all you do!

Love story time

Love the Lunch and Learn series, children's programs, and the garden program in
May.

Love this library. Been coming here since | was a kid.

Luanne and the ladies at the library are great
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

Maybe have the Pamlico county library do one of these.

More children’s literature, some books are in poor repair and should be removed

My family enjoys the library and uses its services whenever the need arises. We
use the library for both school projects and enjoyment. The library has been very
valuable to me and my class this past year. Your staff was quite helpful and
knowledgeable to the needs of my mentally disabled class. The materi als they
suggested were awesome and greatly appreciated. Kathy Noel

My young adults are not comfortable in the young adult section, especially
finding books around the outside of the bookshelves. They also feel like the
selection is limited.

Need a larger - separate ¢ hi | d libeary 6 s

Need accurate or appropriate speed for internet/printing. Convenient times for
opening/closing library.

Need more buy in from the community. The city needs to distance itself from
funding to the library. County needsto  step up and provide service to the county
resident.

New Bern's copier need to be able to print 11 x 17

Online books would be a huge hit. Could even charge a small fee to help with
cost.

Play and Learn/Lending Library is hard to find on the internet and hard to find a
schedule of events and programs that are available for sign -up (like Play & Learn)
See above.

Summer reading programs are great!

Sure

Thank you so much to the fantastic Havelock library staff for creating a library
where our entire famil y loves to visit. It is very important to me (despite the digital
age!) for our children to grow up loving (print) books, and to have the library be a
place of warm, fond memories, and your wonderful staff has helped to make this
possible! : -)

The book sa les are great. Everyone is very helpful when you ask a question or
looking for a book. A well run library (Havelock).
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

The Cherry Point Library recently installed a Starbucks in their library. Could the
Havelock one do so as well?

The Havelock library is a very nice, polite, family oriented place where everyone
would come back to everyday, The treat their patrons like fa mily. Plus, they have
a very nice Horseshoe Crab shell on display near the entrance too.

The k i dsedfion could just be a little more kid friendly. | t sl to find a place
on the floor to snuggle up with a book and read to my child.

The library has always been my second home as | raised my family. Thank you
for all you do to make everyone feel welcome.

The library is a gateway to our futures dreams :))

The library is a very important part of the community to me and | feel so glad that
we have such a tremendous library with great staff in New Bern

The library should open a little early like 9 am some days. That would be
awesome!!

The library staff at the Havelock library are outstanding. They are very helpful in
providing answers to questions, kno  ws exactly where the reference books are
located, makes the atmosphere very conducive for learning. | feel comfortable
doing my online college work.

The New Bern Library feels like home. Everyone there is helpful, kind and works
hard to make our library experience easy and enjoyable. Thank you. P.S.
Storytime is AMAZING, like a little Broadway show for kids, yet free!

The online survey did not have the option of noting which items were in a

previous guestion were Not Applicable. I'd like to note that | don't have children,
so those services aren't particularly important to me personally, but | appreciate

the fact that they are available for the children of Craven County.

The staff in Havelock are all well prepared, knowledgeable, friendly and always
smiling.

The staff is always friendly and helpful, but Cheryl in particular carries the banner
for courteous, knowledgeable, professional and extremely helpful and dedicated
service which is very beneficial to me.

To save money the library should close at  8:00 and should not be open on
Sundays, this would save also.
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Table 3-13. Other Comments and Suggestions
(Continued)

Comment or Suggestion

Very good about rotating peoples times on the computer

We have an excellent, well -used library. The staff are very helpful and  pleasant .
Let's keep them all!

Would like to see more programs for children and young adults.

You have an excellent staff!
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Chapter 4
Staff Survey

In June 2013, the Craven County public libraries conducted a survey of the staff

members of the various libraries. A total of 22 staff members responded.

Meeting the Needs of Patrons

Staff members were asked to rate how well the libraries are meeting the needs of
their patrons. All but one of the 21 staff members who answered this question rated
their libraryasa 7orbetteron a scale of 1 {(&dNbLO VeEycd&etiiaon
the other staff member rated their library as a 3. This result indicates that most of the
staff felt that the libraries are doing a good job of meeting the needs of patrons.®

The result (95 per cent of the staff ratin
patrons as a 7 or better) is better than that of three other North Carolina public libraries
that were recently surveyed by this consultant; for those libraries, between 60 and 80
per cent of staff rated the ability of the library to meet patron needs as a 7 or better.

Staff members were asked to elaborate on their ratings, and Table 4-1 on the
following pages shows the 11 comments that were received. Some of the comments
highlightedposi ti ve aspects of wettriate keépiupwitlthelatestdé ser vi
booksband AThe | i brary has been wqualtyiefergncev er y har
andinfor mati on services to the publico) while ot
the public could be improved. Computer problems, the need for staff training, and

funding (especially for staff) were the most frequently mentioned areas for improvement.

® In order to ensure anonymity, staff were not asked to indicate the library at which they work.
Consequently, the library of the staff member who rated the library so low is not known.
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Table 4-1. How Well Does the Library Meet the Needs of Its Patrons?

1. One of the reasons | gave us an 8 is because we have a lot of computer
malfunctions. Our system is better, but it still has bugs. When our syste m
malfunctions we have to ask our patrons to wait for us to reboot our system. 2.
Our staff needs training on posting job resumes, helping people using different
email accounts with their communications, and responding with job

applications. 3. Needs training on showing patrons how to get on their
community college page.

| feel tha t our staff is meeting the need s of our patron in a very high matter. We
go beyond our need to help, and supply whatever service is needed.

Funding is key to our problems here. Funding for additional staff who focus on
technology and community programs (children, young adult, tutoring, etc.) are

not available. We do not have any young adult programs offered to our teens.
Advertising by staff r egarding online accessto NC LIVE, audio books, eBooks,
access to their online library account information and our website information is
rarely offered to our patrons. Almost all of our staff does not know how to
download audio books or eBooks to a device . How can they then teach our
patrons? Training would be nice, but when there is a lack of desire to learn,
funding devoted to training would be wasted.

| believe the library is meeting the needs of our patrons because we try to keep
up with the latest bo oks and we try and beyond in trying to assist their needs

| think we do a very good job addressing the needs of our patrons. Patrons
frequently come in asking for fax service, which we do not have for the public

and telephone service. Our public telephon e was removed by the phone
company because they said it was not used enough. We do allow patrons to use
our business phone if they need to call for a ride, but they sometimes need more
time than we can give them. The other place we could improve our servi ceis
with EBooks. We do have a listing on our web page where people can download
the classics. Our patrons want to know when we will have all the books

available. | think our service is excellent. We try to help with all the services
offered on our web si te in any way we can.

Most of our facilities seem helpful and well  -appointed to meet the needs of
patrons, but it could be argued that having a public phone in the library for
patron use would be helpful.

Patrons are treated different ly, staff are to o loud, many times if some patrons
are studying, | have seen them leave the Library because of the noise level.
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Table 4-1. How Well Does the Library Meet the Needs of Its Patrons?

(Continued)
The computerized catalog is fickle for home users and often does not allow

patrons to place books on hold or view their account. The computer classes are
constantly booked and a continuous waiting list exists for all classes. The 11
public use computers are constantly in use, and often require maintenance.
Patrons would like a free way to access ebooks. The mp3 program for books is
not user friendly. (One Click Digital)

The library has been working very hard to provide high quality reference and
information services to the public.

We do a good job in general with some outstanding aspects but there are
services that users would like that we do not offer. eBooks is the primary
example, more Internet computers and possibly more computer instruction. A
separate computer lab and more quiet study areas wou Id also allow us to better
serve the needs of our users.

We have a wonderful Community and they enjoy the Library.

Importance of Library Resources and Services

Staff members were asked to rate the importance of various library resources
and services. The percentage of staff members who rated a resource or service as
fi ¥ry Importantdis shown in Table 4-2 on the following page.
Two resources and services were rated as i ¥ry Importantoby at least 90 per
cent of the staff members: programs for children and books for children. All but one of
the staff members rated programs for children
the same rating to books for children.
Large print books (rated as AVery i mportan

young adults (77 per cent) also received high ratings from staff.
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Table 4-2. Percentage of Staff Members Rating the Library Resource or Service

as Very Important

Resource or Service Percentage

Programs for Children: 95%
Books for Children: 90%
Large Print Books: 82%
Books for Young Adults: 7%
Programs for Young Adults: 70%
Books for Adults: 68%
Computers for Children: 67%
Internet Access Computers: 67%
Business and Work Related Research: 58%
Programs for Adults: 57%
Books on Tape and CD: 57%
School Homework: 55%
Outreach Services to Pre -school Children: 52%
Personal Research/General Information: 52%
Library Website: 50%
Genealogical Research: 48%
Reference Service (in -house and telephone): 45%
Check Out Videos and D\ 45%
Newspapers and Magazines: 41%
Providing Meeting Space: 33%
Foreign Language Materials: 23%
By contrast,only23per cent of st afofeigmlanguagd mdtehads | i br a

asveryimportant. Pr ovi di ng meeting space (rated as fAVe
cent of staff) was also rated lower than were other resources and services.

It is interesting to comparet he st aff dés rankings of the im
resources and services with those of the public in the community survey. (See Table 3-
8.) These represent areas where staff and patron expectations diverge and where staff
may want to better understand how patrons view the importance of library resources
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and services so that staff can better promote these resources and services to the public
and better allocate funding for them.
The largest discrepancy between the two rankings was large print books, which
the staff ranked as the third most important library resource or service but which the
public ranked as the 17th most important. (Even respondents over 60 years of age
ranked large print books as only the sixth most important resource or service.)
The next | argest discrepancy between the t
which the staff ranked as the 15th most important resource or service but which the
public ranked as the fourth most important.
Other large discrepancies were personal research and general information
(which the public ranked higher than did staff), business and work-related research
(which the staff ranked higher than did the public), and programs for young adults
(which the staff ranked higher than did the public).
It is also interesting to compare the staff rankings of the importance of library
resources and services with the actual use made of these resources and services by
the public, based on their responses to the survey. (See Table 3-2.) Staff may wish to
consider whether resources and services that they feel are important are being
underutilized and how to correct that. Staff may also wish to re-assess their thoughts
on the importance of certain resources and services based on the actual usage patterns
on their patrons.
The | argest discrepancy between the staffé
actual use of the services was programs for young adults, which the staff ranked as the
fifth most important resource or service but which patrons ranked as the 19th most
frequently used resource or service.
The next | argest di scr egatorofimpoaeanceandn t he s
the actual use of the services was the library Website, which the staff ranked as the
15th most important resource or service but which patrons ranked as the fourth most
frequently used. The discrepancy in rankings for newspapers and magazines was
equally large; while the staff ranked these as the 19th most important, the public ranked

these as the eighth most frequently used.
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Large print books were also ranked more highly in importance by staff and used
less frequently by the public. By contrast, videos and DVDs were used more frequently

by the public and ranked as less important by the staff.

Library Strengths

Staff members were asked to list the greatest strengths of their libraries, and the
19 responses are shown in Table 4-3 on the following pages.
The most frequently mentioned strengths included:

1 The staff and the high level of customer service that they try to provide. As
one r espondwWemptovide a friemdly,andihelpful environment. Our
library does everything we can to provide the information and sources that
patrons need to get their projects done. We enjoy our jobs and want to help
each patron. o

Childrendés @gesgriamed by one stafifdo member
Geneal ogy and | ocal hi st ory.Kellefibgrger cal was
room for geneal ogy is terrific.o

Adult programs.
The ability to borrow materials from other libraries in the county and from
other libraries in the CPC Regional system.

1 Thelibrarydbs | ocati on.
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Table 4-3. Library Strengths

1. Our computer access. Our desire to be helpful to all our patrons. 2. Our
children's room book collection and child friendly computers. 3. The ability to
borrow books from three counties. 4. A friendly place for people to come and
use our services. 5. A good selection of books for all age levels.

Children's Programs are very successful. Our weekly preschool program and
Summer Reading Program is attended well. Our latest library tours have been a
huge success with our local elementary schools. Our selection of DVD's, an
excellent source of income, is strong.

Customer Service

Customer Service; Children's Programming; Genealogical & Local History
Resources

Great children's programs.  Kellenberger room for genealogy is terrific. Good
service for getting books from branch libraries.

Great location, attractive building, excellent genealogical resources, helpful and
competent staff, diverse programs for children, young adults and adults.

| think some of our greatest strengths are the employees, the children
department, genealogical research and overall the location. However | do believe
the patrons play a great part in the strengths of the library too because without
them, we would not e xist

Most library employees are usually friendly to patrons and we do provide good
resources for people to complete research and other projects.

operating hours books and magazines free computer use free movies and other
programs

our helping at all | engths and trying every avenue to please our patrons

Our library is in the historic district, but we are pressed for room. | think that the
computers should be in a separate area with security.. It think that the reference
librarians offer a great servic e and are so unappreciated, but continue to do their
jobs. 1 doub tthat anything will change but  maybe with the new boss it will

Our willingness to help our patrons through any means available to us. Close
links to the community through our local churc hes and citizens.

Programming - for both children and adults Kellenberger Room - local history
collection Friendly and knowledgeable staff ability to borrow materials from
other libraries in the region
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Table 4-3. Library Strengths
(Continued)

g

Staff's knowledge of support and willing to assist.

The greatest strengths are all the staff are very welcoming and provide the best
service for their clients within a restricting budget.

The library provides a tremendous amount of free services - Internet access, Wi -
Fi, computer classes, programs, and classes - the majority of which is free to the
public.

They try hard to supplies the public with the books that they are looking for. And
also help the patrons find books that are located at different libraries.

To be able to acquire, organize and provide ready access to a variety of
resources and services.

we provide a friendly and helpful environment. Our library does everything we
can to provide the information and sources that patrons need to get their projects
done. We enjoy our jobs and want to help each patron.

Opportunities for Improvement

Staff members were also asked to list the greatest opportunities for improvement
in their libraries, and the 19 responses are shown in Table 4-4 on the following pages.

The most frequently mentioned opportunities and needs were:

1 The need for more space, including specific suggestions for added space for

a separate computer room or more spaceinthec hi | drends r oom.
T Computers, i ncl uMoreranputehséor addteadd children toh

do school projects0 and t he need for newer computer
1 Programs and services for young adults and teens, which one staff member

called Anonexistent. 0
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Table 4-4. Opportunities for Improvement

Opportunity for Improvement

1. More computers for adults and children to do school projects. 2.. Additional
help at times. 3. Time to train our staff on public information needs

children's books our out dated  (non -fiction ) and our adult non fiction

Computer & Technology (i.e. Online Catalog & Circulation Software); Outreach
Services

| can't see that we have any opportunities. We need new reading material, and
more room, but have no way of seeing this happen due to the budget.

If we have more space and money we could add more programs for the adults.
And also buy more computers for the library.

Improve website Improve use of social media increase YA area and services to
Teens

increasing digital holdings  cleanliness more space more computer classes
better computer maintenance

Keeping adults interested in reading by having programs for them.

Literacy programs. Young adult programs, which are presently nonexistent.
Advertising all that a library patron ~ can access online is relatively nonexistent
through the staff.

More programming opportunities for young adults and tweens

Staff need to be professional and dress appropriately

The greatest opportunities for improvement are with the newest technologies and
increasing computer availability.

The library greatest opportunities for improvement | think is always having the
proper tools that is needed to run and become a better library in all ways in
serving the people and surrounding counties

The library ne eds to introduce eBooks to the public. There is a tremendous,
growing demand for this. | recommend that the number of printed books and
periodicals be reduced, so that funds can be diverted toward an eBook collection.

There are some common miscommunications and other areas where the needs
and desires of employees from one department to the next do not get

communicated very well. In addition, everyone seems to have a different way of
doing things, with no two people following precisely the sa me procedures, which
makes many routine tasks confusing and often frustrating.
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Table 4-4. Opportunities for Improvement
(Continued)

Opportunity for Improvement

There is a need for more room, a separate room for computers with security,
parking for staff

To plan ahead for further growth of our library.

We need more space for childrends room

We need to move and find more room

Future Priorities for the Library

Staff members were asked to list the top five priorities for their libraries to
concentrate on now and in the foreseeable future. The 20 responses to this question
are provided in Table 4-5 on the following pages.

Staff addressed a wide range of priorities in answering this question, and the

most frequent responses were in the following areas:

1 Computers. Staff mentioned the need for new computers and for maintaining
the existing computers as well as the need for training the public on a number
of computer-related topics, including the social media.

1 Books. Several staff noted the need for books, especially in areas like
childrenbs and adul t ebookaf i cti on, and

1 Building issues. A number of priorities were tied to the buildings themselves,
including several calls for additional space or better use of existing space.

1 Staff issues. Several priorities were related to the staff and included
emphasizing good customer service, improving staff morale, and focusing on

better communications between staff members.
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Table 4-5. Future Priorities for the Library

(1) new computers (2) children's non -fiction (3) more money (4) adult non -fiction

(5) curtain

1. Training 2. Programing for the elderly. 3. Keeping all our computers in
working order. 4. Access to funding for new books.

1. eBooks 2. Intercom system 3. Automated computer check in system with print
modules (such as: SAM) 4. Additional space is needed 5. A branch library is
needed 6. Direct Deposit for staff

1. Expansion of physical structure; that would require new locat ion for the library
2. Outreach Services

1. Having current reading materials available. 2. Maintenance of our computers,

and office equipment. 3. Keeping our current patrons happy and satisfied on a
limited budget. 4. Trying to get more people involve d with the library. 5. Keeping
employee moral up.

Better use of existing space; increased storage eBooks for patron pleasant and
efficient customer service

Children's and Young Adult services and programs. Electronic Books, Computer
classes, Facebook , Twitter, Tumbler etc. The technology changes so quickly
many people are left behind.

Fairness Enforced Rules Staff need to stay in their job duties and not try to run
the whole Library More computer classes Keep sleepers out

| think we need to wor k on computerized books and high technology.

Improve the computer system. Better organize the books and audio on tapes.
More table space so more people can use the library. More money so they can
order more new DVDs and books when they come out. A raise.

improved computer technology, books for kindles/ iPads; more reading groups
for adults; additional computers; additional staff

Increased funding for additional staff. Quarterly evaluations, documented, of
staff c omputer knowledge. Someone solely devoted to Children's Programming
and outreach to local preschools. Classes offered to patrons on the how to's of
NC LIVE. Someone solely devoted to the website and advertising through the
local paper and Facebook.
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Table 4-5. Future Priorities for the Library
(Continued)

Keeping the book collection up -to-date, keeping internet computers available for
patron use (and streamlining the process for patrons to sign up), children's and
adult reading programs, improving and maintaining communications between
employees, and instituting a standard method of performing all tasks then

ensuring that all employees are aware of the processes.

More shelving space for books and. materials, need time and help for bringin gin
more programs for the community. More training in helping people. doing
computer projects.

More space for expansion. Having another satellite location. Possible computer
lab.

see the above

space for growth in the young adult area technological advancement upgrade to
computer systems (Internet browsers for patron use especially)

stay relevant stay open

The parking space, more lighting in the area, more computers for the patrons,
more study rooms to be used and building space

To provide staf fs with up to date information about services available at our
library or out in the community.

Work Environment

Staff members were asked to rate the degree to which they agreed with a
number of statements about t he4-6lonthefdlowng s
page shows the percentage of the 22 staff members who answered the question and
who gave a rating of 4 or 5 to these statements, indicating a high degree of agreement.

For the most part, staff members were positive about the work environment at
the libraries. In no case did more than half of the staff members show strong

disagreement with any of the statements.
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Table 4-6. Percentage of Staff Showing High Degree of Agreement
with Statements about Library Work Environment

Statement Percentage

My work is important to the library. 95%
My supervisor, or someone at work, seems to care about me as a

person. 86%
| have the necessary resources to do my work. 82%
My fellow employees are committed to doing quality work. 76%
My input seems to count. 73%
| see myself working here five years from now. 68%
| receive praise frequently for doing good work. 64%

In the last six months, someone at work has talked to me about my
progress. 59%

Our organization and my peers are all onthe = same page when it
comes to our goals. 59%

Staff members were especially likely to believe that their work is important to the
library (95 per cent gave a rating of 4 or 5 to that statement), to feel that their
supervisors care about them 86 per cent), and to believe that they have the resources
needed to do their work (82 per cent).

There was less agreement that staff had been talked to about their progress in
the last six months (59 per cent) or that all staff were on the same page when it comes
to the goals of the library (59 per cent). These may represent areas where supervisors
need to pay additional attention.

The survey also asked staff members to add comments related to the work
environment, and these are shown in Table 4-7 on the following page. Most of the

comments were positive, citing enjoyment is MDBDbeing part
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Table4-7. Comment s on the Libraryoés Work

| enjoy being part of the library staff and enjoy working with our patrons.

| have not been at my current position for 6 months yet. | am very happy and
content with my job. | work with wonderful people, and have many likeable
patrons. | would like to have more training within our library system.

| love working with children. | wish other libr ary responsibilities take away so
much of my time. If | had more time | could do more with my program.

| will be retiring within the next 5 years.

Our county Commi ssioners have been very helpful and caring about our library.
All the libraries work toge ther in helping and sharing books and materials. | look
forward to going to work and helping others.

The future priorities of the library should be: eBook Lending Collection, purchase
of an automated computer check -in system, weeding of print collections to

accommodate eBooks and additional computers

Comments

Finally, staff members were asked to provide further comments about the
strategic direction of the library. These are shown in Table 4-8 on the following page.

The comments covered a wide number of topics, many of which reflect answers
to earlier questions about opportunities for improvement and future priorities for the

libraries.
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Table 4-8. Comments on the Libraryos

eBooks and an automated computer reservation system should be the top 2
priorities.

| don't feel that we have a direction. We are basically sitting still, trying to make
the best of what we have.

| know that we are an aid and a help to the community. But sometimes when they
(the Public) go wrong, | wish that my co -workers and | could look to the bosses
and get support That rarely happens.

| wish we had more funding so we could have more storage.

Looking forward to enlarging our building. More programs in the future with
more staff.

My hope is that our funding will increase so we can move forward as a library and
better meet our patron's needs. Increased staffing is a huge priority. Without the
staff, we cannot continue to move forward. It's just not possible.

New Bern will need an additional | ibrary branch in the near future. | think we need
job counselors on hand, and an office supply area. Many of the patrons are filling
out job and school applications, or working on resumes and employment flyers. |
think we could be more in touch with the lo  cal schools and have the books on
hand for the reading lists.

Not at the present, however | do hope the library strategies will continue to grow
more abundantly in whatever direction it takes for the future

Some staff won't speak to co -workers and they s peak to patrons and it is noticed
and talked about. Could be a more friendly work place.
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Chapter 5
Library Usage and Funding Data

Data regarding library usage and funding for the public libraries of Craven County
are shown in Table 5-1 on the following page.” The library data for the Craven County
libraries are listed for 15 measures and compared with the median for the 68 county and
regional libraries in North Carolina.

The Craven County | i b r eankiamangthese county and regional libraries is
also shown, and the table is sorted by Cravend gnk. (These data represent 2011-2012
because these are the most recent statistics available for the entire state.)

The usage and funding data for the public libraries in Craven County reveal

several aspects of library service and funding.

1 The libraries in Craven County rankthrda mong t he stateds county

public libraries in the percentage of the population registered; 86 per cent of the
population of the county have library cards. This ranking may reflect heavy use

of the Ilibrary by the public or it may
been checked recently to ensure that the records are up to date and that expired

card holders have been deleted. Staff should make suret h at the borrower

database is kept current.

1 The number of FTE staff per 25,000 people served is reasonably good for the
public libraries in Craven County, relative to the rest of the state. However, it
should be remembered that the | evel of
libraries is lower than that of public libraries in the southeastern United States.
Even though the Craven County public libraries appear to be reasonably well
staffed, this may not be the case. For example, the North Carolina Public Library

Directors Association guidelines recommend one FTE staff member for every

’ Library usage and funding data are from the CPC Regional Library staff and from reports by
the State Library of North Carolina (http://statelibrary.ncdcr.gov/Id/aboutlibraries/

statistics.html).
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2,000 people in the service population,® which would suggest that the public
libraries in Craven County should have 52 FTE staff, 18 more than they currently

have.

Table 5-1. Craven County Public Libraries Usage and Funding Data

Measure Craven NC Median Craven Rank
Percentage of Population Registered 86% 53% 3rd of 68
FTE Staff per 25,000 Population Served 8.64 6.53 14th of 68
Program Attendance Per Capita 0.29 0.18 15th of 68
Library Visits Per Capita 3.24 2.79 27th of 68
Book Volumes Per Capita 1.81 1.76 33rd of 68
Library Income Per Capita (Local) $13.04 $13.26 36th of 68
Personnel Expenditures Per Capita $10.43 $11.46 40th of 68
Turnover Rate (Circulation per Book) 1.49 1.66 43rd of 68
Users of Internet Computers Per Capita 0.69 0.76 45th of 68
Reference Questions Per Capita 0.34 0.51 45th of 67
Print Circulation Per Capita 2.71 3.18 47th of 68
Materials Expenditures Per Capita $1.10 $1.67 52nd of 68
Total Circulation Per FTE Staff 8,894 14,040 57th of 68
Non-Print Circulation Per Capita 0.34 0.79 57th of 68
|Ithé:Ci)clzelnternet Workstations Per 5,000 210 3.36 58th of 68

9 The public libraries in Craven County are doing a good job with adult and
childrenés programs, and the | ibraries ran
attendance per capita.

1 Relatively little money is being spent on materials by the public libraries in
Craven County. This is unfortunate, because even though the number of books
per capita in the libraries is reasonably good and higher than the state median,

8 North Carolina Public Library Directors Associati on, fAGui del i nes for North (
Li brar i étgp/MwwlbRrgin.com/ncplda-guidelines-1998.html#collect.
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the lack of funding for new materials will make it difficult for staff to keep

collections currentandto meet the demands of the | ibrar
1 The public libraries in Craven County have a relatively low non-print circulation

per capita. This may be related to the lack of funding for materials, because less

funding for materials like non-print typically leads to fewer items to check out and

lower circulation figures. Print circulation per capita, while better than non-print

circulation, is also not strong, relative to the other public libraries in the state.
1 The public libraries in Craven County also rank low, relative to other public

libraries in the state, in the number of public Internet workstations per 5,000

people. This is particularly unfortunate, given the heavy use of these computers.

As the survey noted, the | rsiveratheithednmist]l nt er n

heavily used of the librarieséresources and services (see Table 3-2). The lack of

public Internet workstations is a particular problem at the New Bern-Craven

County Public Library; while that library has over three times the number of

registered borrowers than Havelock, for example, it has just one more Internet

access computer.
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Chapter 6

Focus Groups and Interviews with Community Leaders

The project consultant spoke to approximately 50 Craven County citizens and
community leaders in direct interviews, focus groups, and other meetings. The following

themes were the most frequently mentioned by these individuals.

Books

Books were one of the most frequently mentioned library resources by the

individuals interviewed.

1T AsoneNewBernpatron noted, the I|ibrary does HfAan
collection for adults. [ There i s a] great
T Anot her added that there was a fApretty goo
although i t feweo uslodmeb es encitcieo ntso fsi | | ed i n. 0
T One New Bern user mentioned childrends boo
was fito see kids with 10 or 12 books at a
1 Several individuals noted, in particular, the ability to borrow books from other
libraries as a tremendous service of the library.
1 A New Bern patron said that he liked the interlibrary loan process that allowed
him to borrow books from outside the CPC Regional Library system.
1 Several New Bern patrons expressed an interest in ebooks, and one added that
providing ebooks would be fia good way to p
Another suggested charging a fee for ebook access to help defray the costs.

1 Members of the New Bern library board cited the need for more books.

Computers and Internet Acc ess

The |l ibraryds computers and senertakoftimset acces

interviewed.
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According to one | ocal government official
A user in New Bern suggested that wifi access is more important than many

people might think.

A library board member in Cove City stressed the importance of Internet access,
fespecially for kids doing school work. o
One New Bern patron wanted the ability to have more sessions on the computers

in any given day.

A teenage patron in New Bern felt that the library needed more computers and

that users needed more time on the computers, especially for school work.

A user in Cove City described the computerst h er e a s oamcnmentiongdi e s

the need for newer computers.

Childrends Services

t

h e

Several of the individuals interviewed noted the importance and the popularity of

|l i braryds childrends services.

According to one | ocal government official

A New Bern patron said t hagbodtamgeof!| i br ary fs

childrendéds programs. 0

One | ibrary board member in Havelock noted
experience, the |library is great. o

Cove City board members praised that | ibra
Members of the New Bern libraryboar d t al ked about how good
childrenbés programs ar e. AThe | ibrary cha
children grew up here, 0 said another.

New Bern | ibrary board members mentioned t

especially the childrenof wor ki ng parentso and the need

more convenient hourso for these i ndividua
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Facilities

A number of those interviewed commented on the library facilities in Craven

County, both the facilities themselves and the locations of those facilities.

T

One | ocal government official noted that
New Bern Library] moveo and added that there are fis

be] good fits. o0

Sever al New Bern patrons commentamdaidon t he
that it was Aconvenient.o
New Bern library board members mentioned the need for more space at the

library and, in particular, more space for the Kellenberger Room.

Library board members in Havelock noted the lack of meeting space in their

library.

Library board members in Cove City felt that their facility needs to be expanded.

One noted that A50 children plus their par

programod and that Aso many people just flo

Integrated Library System

T

T

There were a number of complaints about the integrated library system, which

New Bern patron described as fAtouchy. 0

The major complaint focused on the systemob
Several individuals described incidents where a book would be placed on hold

and then later no longer be on hold.

As one New Bern patron noted, the problems with the integrated library system

are Avery hard on staff, o who have to apol
patrons. In spite of havingtohandl e t hese complaints, thou

universally pleasant, 0 according to one Ne

© 2013-2017, RB Software & Consulting, Inc.



Craven County Public Libraries, Community Needs Assessment 70

1 In spite of the problems with placing books on hold, other patrons liked the

systemdébs online catal og. One New Bern pat
catal og i s easy, 0 and another said that Afin
Marketing and Fundraising
Ways in which the libraries could better market their efforts and ways in which
the libraries could engage in fundraising were also mentioned by some of the individuals
who were interviewed.

1 One local government official complained that he did not receive user data for the
library, especially data regarding the courier service and the number of books
loaned among libraries within the county and the regional system.

T One New Bern patron also said that dAlt wou
[l i brary] usage and budgetso and pointed o
to sell the Ilibrary.o

T A patron in New Bern said that tra&hl i brary
out to the community more, 0 and another co
g 0 o dShedadded that she belongs to several book clubs and is always
surprised that some of the other members d
club kits.

1 Anotherpatr on i n New Bern added that staff memb
concentrated effort to include the dmore m
available at the Ilibrary. o

T Anot her New Bern user suggested using emai

programs and services.
1 One New Bern patron wondered if the library could have an endowment, and
another suggested that the Friends of the Library do more fundraising.
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Programs
A number of those interviewed were | mpress
especially those for adults.
As one person in New Bern noted, At hese ma
One New Bern patron said t haitlectarbse Al i kes t
di scussions, Read AIIl About 11t.0
1 AnotherNewBer n patron felt that the | ibrary @ad
di fferent parts of the ocommunityo in their

Services for Teens

Sever al of the individuals interviewed men

and, in particular, the need to strengthen these.

1 One teenage patroninNewBernnot ed t hat fiteen resources .
sparse. o0

1 The teenage patrons in New Bern had a number of specific suggestions for

library programs for teens. One pointed outthati Teens | i ke musi c, Vva
movi es, O6guyb6 movies,Armontdh ero nebu geg enotve de SA Mo r €
magazines for girls. o

T Members of the I ibrary board in New Bern e

t weens and teenso and cited the need Ato Kk

Staff

Several individuals who were interviewed noted the need for more staff at the

library.
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1 One person in New Bern noted that there might be 10 or 11 people on the
' i braryds computers but only two peopl e on
T A New Bern user ur ged snteaftfoo fiasntdr easdsd et ch et h aat
staff are fitoo busy, especially if they wa
also wondered whether volunteers would help, although another user pointed out
that Ayou have to be carefultrfawinteld.wol unt e
T Still another New Bern user wondered wheth
bal ancedo and felt that there might be eno

reference.

Others interviewed praised the efforts of existing staff, both staff in general and

specific staff members.

T One patron in New Bern noted that the staf
encountered just one finastyo person in 20
A teenage patron in New Bern said that dALoO
Another New Bern patron notedthati Based on my | i brary exper
people here do well . o

T One of the New Bern users felt that dthe |
involved in really helping peopl estaf. Anoth
They are good, helpful, and knowl edgeabl e.

1 Ateen user in New Bern admitted that his favorite thing about the library was

Aspending time with the |librarians. o
T Library board members in Havelock praised
andforitrying to help, even with | imited reso

T Cove City board members praised their staf
best to find answers and help people. 0

1 Among the many staff members who were singled out for praise were the staff of
the Kellenberger Room, whom one i ndi vi duAsbnepatrdnl ed @A wo

in New Bern pointed out, AThe Historical S
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Chapter 7

Assessing Public Library Space Needs for Craven County

In addition to the assessment of public library service needs for the citizens of
Craven County, an assessment of the future public library space needs of the county

was requested.

In order to assess those future space needs, it is necessary to address the
following questions:

1 What current public libraries exist? What do these facilities provide and what do
they lack?

1 How much space is needed to provide adequate public library service in Craven
County?
How many public library facilities are needed?
How large should each facility be?

Where should the public library facilities be located?

Current Public Library Facilities

Public library service in Craven County is currently provided at four facilities:
Cove City; Havelock; New Bern; and Vanceboro. The facilities and their square footage
are listed on the following page in Table 7-1. The number of registered borrowers and

the number of items circulated for 2011-2012 are also listed for each facility.

Cove City. The Cove City Public Library has 9 per cent of the square footage
devoted to public libraries in Craven County. It also represents 3 per cent of the
registered borrowers among the public libraries in the county and 3 per cent of the items
circul at ed. Consequently, the Ilibraryags
based on its level of activity.
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Table 7-1. Craven County Public Library Facilities

Facility Square Borrowers ltems
Feet Circulated
Cove City 3,400 2,877 9,954
Havelock 8,449 19,851 44,790
New Bern 25,000 63,514 256,086
Vanceboro 3,000 3,507 9,343

However, the Cove City Public Library does lack a meeting room, a serious
drawback to any public library facility. Several staff and library board members
menti oned the need for more space, particular
Il i br ar y 6 s disgynogramras an example, remembering how 50 children and
their parents tried to cram into the small space available to them in the library.
The Cove City Public Library could be expanded in its current location. There is
adequate room behind the existing facility on which to construct a meeting room or

other additional space.

Havelock. The Havelock Public Library has 21 per cent of the square footage
devoted to public libraries in Craven County. It also represents 22 per cent of the
registered borrowers among the public libraries in the county and 14 per cent of the
items circulated.
These figures indicate that the existing facility should be just adequate, but as
with Cove City, the library in Havelock lacks a meeting room and this presents problems
for the staff of the | ibrary, especially give

thisliboraryy, based on the | arge percentage @& <chil dr

one staff member in Havel ock ngspacefdrkidsin The bui I
especially the Iittle ones, who get noi sy. A
which appeal to the Ilittle kids. o

The Havelock Public Library could be expanded in its current location, but there
are some issues that might make expansion difficult to implement. There is space

behind the existing facility for expansion, but the facility is part of the Craven Community
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College Havelock campus, and any expansion would need to be approved by the
college. In addition, because of a Memorandum of Understanding with the Marine
Corps Air Station at Cherry Point, that base would also need to approve any expansion
to the facility.

New Bern. The New Bern-Craven County Public Library has 63 per cent of the
square footage devoted to public libraries in Craven County. It also represents 71 per
cent of the registered borrowers among the public libraries in the county and 80 per cent
of the items circulated. These figures indicate that the existing facility in New Bern is
not adequate, based on its level of activity.
Unfortunately, it would be difficult to expand the New Bern-Craven County Public
Library in its current location. The property on which the library sits will not allow for
expansion without sacrificing parking space, and parking space is already inadequate.
Adding a second floor to the existing facility does not appear to be feasible from a
structural or financial point of view. Furthermore, because the current library is located
in a historic district, any changes to the existing facility would need to be in keeping with
the districtds architectur al restrictions.
Relocating the library might be possible, but this alternative would remove the
library from its current location, which is quite convenient to a large number of users.
Sever al New Bern patrons commented on the |ib
was ficonvliehreireentalcso seems to be a natural conn
historical downtown area and the resources provided by the library, particularly through
its Kellenberger Room, which is one of the st
genealogy.
A better alternative, and one that is explored below, is to retain the current facility
in its existing location and to build one or two new library facilities in another part of
Craven County. This approach would have the advantage of continuing to provide
library service to those individuals downtown while providing more space for library
services in a part of the county in which a large number of users live.
The facility on Johnson Street could provide a reduced level of library services to

adults and children and could support local history and genealogy services through an
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expanded Kellenberger Ro o m. The CPC Regional Linerear ydos c

as well.

Vanceboro. The Vanceboro Public Library has 8 per cent of the square footage
devoted to public libraries in Craven County. It also represents 4 per cent of the
registered borrowers among the public libraries in the county and 3 per cent of the items
circul at ed. Consequently, the I|librarygs 3,00
based on its level of activity.
However, like Cove City and Havelock, the library lacks a meeting room, a
serious drawback to any public library facility. Onl 'y 16 chi l dren can f it
room in Vanceboro, which makes programming difficult. One staff member also noted
that Athe shelves are full o and that Awe have
Unfortunately, the Vanceboro Public Library cannot be expanded on its current
site; the property on which the library currently sits will not allow for expansion.
Consequently, any expansion of the library in Vanceboro will require that the library be

moved to another location.

At a minimum, then, the libraries in Cove City, Havelock, and Vanceboro need
additional space for meeting rooms, while the New Bern-Craven County Public Library
needs additional space and parking to reflect the amount of activity supported by the
library. This might be best achieved by constructing a new library facility in Craven

County and maintaining the current facility on Johnson Street in New Bern.

How Much Space in Needed

When assessing the future facility requirements of the public libraries in Craven
County, the next question to be considered is how much total space is needed
countywide for all public library facilities.

Public libraries should, of course, be built for the future needs of the communities
being served and not based on current population levels. Consequently, this

assessment bases its consideration of space needs on the projected population for

© 2013-2017, RB Software & Consulting, Inc.



Craven County Public Libraries, Community Needs Assessment 77

Craven County for the year 2033, i.e., 20 years into the future. The North Carolina
Office of State Budget and Management estimates that the population of Craven County
will be 109,292 in 2033.° This projected total has been used as the basis for the space
needs estimates that follow.

Space is needed in a public library for five basic types of service: books and
other collections, seating for users, public computers, meeting and programming space,
and special uses. In addition, space must be allocated for staff work space and service
points and for non-assigned space. Standard formulas have been developed by
architects and library space planners to translate these service and program needs into

space needs.

Space Needs i Books and Other Collections

Public libraries offer a range of books and other types of materials (both print and
non-print) to meet the information and learning needs of people of all ages, from pre-
school children to seniors. The space needed to house these collections represents a
large part of the space needed by the public library facilities in a given county.
The importance of books and other materials to the users of the public libraries in
Craven County is reflected in the survey of users that was conducted between late June
and early August 2013. By far, the most frequently used library resources were adult
books and chi Aldostewo thisds df thheo3d Brespondents listed adult
booksasthemost frequently used resource, and 37 p
addition, books for adults and children were the most likely resources to be rated by
respondents as very important. When asked how to improvethel i br ar yds ser vi ci
resources, and facilities, the most frequently mentioned area for improvement was
books and, in particular, more books.
The most commonlyusedst andard for public |ibrary col

t wo books per capi td Apohsersative estimate of tha dolectiona | s . o

° See http://www.osbm.state.nc.us/ncosbm/facts and figures/socioeconomic data/

population estimates/demog/countygrowth 2033.html.

“North Carolina Public Library Directors Associ at
Li brar i étp/MwwlbRrain.com/ncplda-guidelines-1998.html#collect.
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needs of the public libraries in Craven County in the year 2033 is two books per capita
times the estimated population of 109,292 or 218,584 books.

Currently, the four public library facilities of Craven County provide 1.81 books
per capita. The target of 2 books per capita by 2033 represents a net growth rate of
less than 1 per cent per year and should be easily obtainable.

The amount of space required to house the collections in a public library
collection is generally given as one square foot per ten items (i.e., books and other
materials)."* The 218,584 books recommended for the public libraries in Craven County
for the year 2033 translate into a need for 21,858 square feet of space to house these

collections.

Space Needs i Seating for Users

Public libraries also need to provide their users with places to sit while they use
the library. When asked which library resources and services they most frequently used,
56 per cent of the respondents of the recent community survey listed personal research
and general information, 50 per cent listed school homework, 41 per cent listed
business and work related research, and 37 per cent listed newspapers and magazine.
These and other activities require seating of various types.

Guidelines for seating in public libraries are based on the service population of
the library system. Dahlgren'? recommends 2.25 seats per 1,000 people for libraries
serving 100,000 people. Using these guidelines with the estimated 2033 population for
Craven County of 109,292, the recommended number is 246 seats.

The amount of space required to accommodate seats in a public library is usually

given as thirty square feet per seat.*®> The 246 seats recommended for the public

“"Anders C. Dahlgren, fPublic Library Space Needs:
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf. This figure
assumes full-height shelving that is 84 inches or 90 inches tall and is installed on five foot

centers with a 42-inch aisle, with the top and bottom shelves left vacant for future expansion.
“Anders C. Dahlgren, fAPublic Library Space Needs:
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.
BAnders C. Dahlgren, fPublic Library Space Needs:
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.
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libraries in Craven County for the year 2033 translate into a need for 7,380 square feet

of space.

Space Needs i Public Computers

Public libraries also offer computers and Internet access for use by the public,
and these services present space requirements. The popularity of Internet access is
reflected in the survey of users, which found thatt he | i braryds I nternet
were the third most frequently used resource; 30 per cent of the survey respondents
said that the Internet access computers were their most frequently used library resource.
Currently, the public libraries in Craven County provide approximately one
computer per 2,386 individuals in the service area. This ratio is well below the median
for public libraries in North Carolina, which is 1,438. Given an estimated 2033
population of 109,292 for Craven County, the number of public computers needed by its
public libraries in order to meet the current median for public libraries in the state would
be 76, more than the current 44 public computers provided by the Craven County public
libraries.
The North Carolina Public Library Directors Association guidelines recommend
that fAAt | east 50 square feet d%Thatstandamlt t ed f o
would require 3,800 square feet to accommodate the 76 computers needed by the
public libraries of Craven County in 2033.

Space Needs i Meeting and Programming Space

Public libraries also provide space for programs, both those sponsored by the
library itself and those sponsored by other groups in the community. Meeting space in

public libraries generally includes auditorium seating, conference room seating, and

space for childrends programs.

“North Carolina Public Library Directors Associ at
Li brar i étps/MwwlibBrain.com/ncplda-guidelines-1998.html#tech. The same guideline
canbefoundinAnder s C. Dahl gren, fAPublic Library Space

Wisconsin Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.
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The importance of programming and meeting space for the users of the public
libraries in Craven County is reflected in the recent survey of library users, which found
that 22 per cent of respondents| i st ed ¢ hi | slas theirdnsst frrgquengyrused
library service, 14 per cent listed adult programs, and 5 per cent listed using meeting
space.
A commonly used standard for meeting and programming seats in public libraries
is one seat per 300 individuals being served.™ This standard and the 2033 estimated
population for Craven County of 109,292 yield 364 seats.
The amount of space required for meeting and programming seats is generally
given A10 square feet per audience seat, plus
podi um / presentation ar 8 &singthe curteetnuimbeoait of t he
public library facilities in Craven County (four), then the space required would be 3,640
square feet for the seats plus 400 square feet for the areas at the front of the four
meeting rooms or a total of 4,040 square feet.
In addition, because children represent an important target audience for the
public | ibrary, space for childrends activiti
used standards include an area in every public library facility for 30 children’’and A For a
storytime room plan for 10 square feet per child, plus another 50 square feet at the front
of the room for the program leader. If storytimes generally include crafts, add another 5
squar e f ee' Agaip, if wecabsumedourdublic library facilities, then the
amount of space needed for childrends activit
per facility (15 square feet per child multiplied by 30 children, plus 50 square feet for the

program leader) or 2,000 square feet in all.

“pPhil Barton, fiwWayne County Public Library: Strat
“Anders C. Dahlgren, fPublic Library Space Needs:
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.
YPhil Barton, fiwWayne County Public Library: Strat
®YAnders C. Dahlgr8pacéaPNbkds: LAbPhagning Outline,
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.
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Space Needs i Special Use Space

In addition to the space allocated for the activities listed above, a library facility
should provide space for furnishings and other items that are not been accounted for
under the categories previously outlined: books and other collections; seating for users;
public computers; and meeting and programming space. Examples include newspaper
racks, photocopiers, display racks, special equipment like magnifiers at desks for the
visually impaired, microfilm reader machines, file cabinets for vertical files containing
local history materials, and kitchens connected to meeting rooms.

The amount of space set aside for these special uses is typically 10 per cent of
the space allocated for collections, user seating, public computers, and meeting and
programming space.'® The total recommended for these activities is 39,078 square feet,

and so the amount of space recommended for special uses is 3,908 square feet.

Space Needs 1 Staff Work Space and Service Points

Space must also be allocated for the library staff, who do a good bit of work
Abehind the scenes, o0 and for the | ibraryods
desk. This category also includes a lounge and eating area for the staff.

A commonly used standard for staff work space and service points in public
libraries is 20 per cent of the total public space.?® The total public space recommended
in this plan is 42,986 square feet. Consequently, the amount of space needed for staff

and for service points would be 8,597 square feet.

Y“Anders C. Dahlgren, fAPublic LibrarysiBpace Needs:

Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.

®pPhil Barton, fAWayne County Public Library: Strat
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Space Needs 1 Non-Assigned Space

Finally, as Dahlgren® notes, i Ot her space, sorssigiednes cal | e
space, is used for utility closets, rest rooms, corridors, stairwells, and other necessities
that can take up 20 to 25% of nhsereativefigarecd of a
20 per cent and the estimated space needs from the previous sections yields a

recommended allocation of 12,896 square feet for non-assigned space.

Space Needs i Parking

As the nAnGuidelines for Nor t horttCGamlmd i na Publ

Public Library Directors Association note, fA
22
I

~

success of a i brary facility.o
The North Carolina Public Library Directors Association guidelines recommend
Afat | east one par ki qugre feebd grass sfijuare foeageeofte 2 00 s
facility. o Based on the gross squd3e f ootage
square feet, the public libraries of Craven County should also provide 322 parking
spaces.
This recommendation may be conservative,be cause as the fAGuidel:i
Carolina Public Librarieso argue, AAdditional
provides public activity rooms, story time rooms, computer rooms, conference rooms, or

ot her speci al purpose facilities. o

Space Needs i Gross Space

Based on the above estimates of space for books and other collections, seating

for users, public computers, meeting and programming space, special use space, and

*Anders C. Dhbhigreinhbr &Py Space Needs: A Planning
Department of Public Instruction, 1998 URL: http://dpi.wi.gov/pld/pdf/plspace.pdf.

North Carolina Public Li br aesyorNbithrGarolinaoPuldic Associ at
Li br ar i étp/MwwlbRrain.com/ncplda-guidelines-1998.htmi#facilities.
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non-assigned space, the total gross space recommended for the public libraries of
Craven County is 64,480 square feet. (See Table 7-2 on the following page for a
summary of these estimates.)

As noted earlier, the four public library facilities in Craven County currently total
39,849 square feet. (See Table 7-1 above.) The recommended amount of space would
increase the total allocated to public libraries in Craven County by 62 per cent and the
per capita allocation by 54 per cent.

The total would also represent 0.59 square feet per capita (based on the North

Carolina Office of State Budget and Managemen
slightly less than the space allocation recommended by the 1998 A Gui del i nes f or
Carolina Publ i c Li the NorhiCarslinadPublicd ibrary Direcois b y

Association, which state that ALibrary system

library facilities totaling not less than 0.65 square feet per capita, with at least one
facility of not less than 16,000 squar e fleet . 0

Nevertheless, the estimate of 64,480 square feet represents a reasonable target
for facilities planning for the Craven County public libraries for the next 20 years.

How Many Library Facilities

The preceding analysis recommends that 64,480 square feet be provided for the
public library facilities in Craven County. The additional space might be added to
existing facilities or it might be provided in the form of new facilities. This raises the
guestion of how many public library facilities would be needed to adequately serve the
citizens of Craven County over the next 20 years.

Unfortunately, there are no standards and there is no guidance in the literature to
help resolve the question of how many public library facilities are needed for a given
population. The best that can be done is to estimate a range of facilities that would be
appropriate to a specific county, based on the current distribution of public library

facilities throughout the 100 counties in North Carolina.

23 URL: http://www.rburgin.com/ncplda-guidelines-1998.html.
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Table 7-2
Estimated Space Needs by Category
Craven County, 2033

Category Standard Recommendation Square_ Fos TOEL s
Required Recommended
Books and other 2 books 218,584 books 1 square foot 21,858
collections per capita per 10 books
Seats 2.25 seats 246 seats 30 square 7,380
per 1,000 feet per seat
population
Computers for the 1 76 computers 50 square 3,800
public computer feet per
per 1,438 computer
population
Program seats 1 program 364 program 10 square 4,040
seat per seats, 4 facilities feet per
300 program seat
population plus 100
square feet
per facility
Chil drends pr 30 children per 15 square 2,000
facility, 4 feet per child
facilities plus 50
square feet
per facility
Total for above uses 39,078
Special use space 10 per cent of 3,908
total for
above uses
Total public space 42,986
Staff work space 20 per cent of 8,597
public space
Total assignable space 51,584
Non-assigned space 20 per cent of 12,896
total
Total recommended 64,480
space
Parking 1 parking 322
space per
200 gross
square
feet
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In North Carolina, the number of public library facilities in a single county ranges
from one in several counties to 20 in Mecklenburg (2011 population of 940,697) and
Wake (2011 population of 925,938). Between these two extremes, there is a great deal
of variation. A county as large as Rowan (2011 population of 138,309) has only three
public library facilities, while a county with far less population, like Columbus (2011
population of 57,657) has six.

This variation is explained in large part by three factors: the population of the
county; the population density of the county; and the number of towns in the county with
a population of 5,000 or more.

Population plays an important role in determining how many facilities a given
county will have, with the more populous counties tending to have a greater number of
public |Iibrary facilities. For exampl e,
counties have eight or more public library facilities each. Statistically, the 2000
population of a county accounts for 77 per cent of the variability in the number of public
l' i brary facilities in the stateds count.

Population density also shows a strong positive correlation with the number of
public library facilities in a given county, although not as strong as that shown by
popul ati on. Nine of the stateds el even
more public library facilities each. Statistically, the 2000 population density of a county
accounts for 61 per cent of the variability in the number of public library facilities in the
stateds counties.

Finally, the number of towns in the county with a population of 5,000 or more
shows a strong positive correlation with the number of public library facilities in a given
county. The 21 North Carolina counties with at least two towns over 5,000 population
have an average of eight public library facilities. Statistically, the number of towns in the
county with a population of 5,000 or more accounts for 56 per cent of the variability in
the number of public |ibrary facilities

The strongest of these three factors T population i can be used to create a

statistical model that estimates how many public library facilities a givencounty A s h o u |
The

have based on that countyds popul ation.

have approximately two public library facilities with an additional facility for every 48,500
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people in the county. As noted above, this model explains 77 per cent of the variability
in the number of public library facilities in the counties of North Carolina.?*

Based on the projected population of 109,292 for Craven County in 2033, the
model fArecommendso four public |ibrapgctadodl.i
of any county and another two based on population) for the county.

The model 6s Arecommendati ono should be vie
reasonabl e, given the current distribution of
counties,and not what s Aright. o At most, four pi
considered a minimum for a range in the number of facilities that would be appropriate
for Craven County.

The upper limit of that range can also be estimated by looking at the current
di stribution of public |ibrary facilities in
distribution, it appears that Craven County's population and population density could
reasonably support as many as five or six public library facilities. Eight counties with
smaller populations and smaller population densities than Craven's (Beaufort; Carteret;

Columbus; Duplin; Halifax; Montgomery; Moore; Surry) have five or six public library
facilities each.

Based on the current distribution of public library facilities in North Carolina, then,
a reasonable target for Craven County for the next 20 years is between four and six

facilities.

How Large Should Each Facility Be

The analysis above recommends that the total space allocated for public library
facilities in Craven County for the year 2033 should be 64,480 square feet. How this
square footage should be divided among the facilities is the next question to be
addressed.
ThefiGui del i nes for North Carolina RbidIl ic Li

Li brary Directors Association recommend that

2* Even a more complicated model that takes all three variables into consideration only accounts
for 0.0009 per cent more of the variability than does the simpler, population-based model.
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full-service library facility with a minimum gross square footage of 16,000 square feet

regardless of population served. Library systems serving more than 25,000 people

provide library facilities totaling not less than 0.65 square feet per capita, with at least

one facility of not | é&ss than 16,000 square f
Based on that recommendation, at least one of the public library facilities in

Craven County should be at least 16,000 square feet in size. The 25,000 square foot

facility in New Bern currently meets that recommendation.
The remaining square footage could then be used to expand the existing public

library facilities in the county or to provide one or two new facilities, based on the earlier

finding that Craven County could reasonably support between four and six public library

facilities.

Cove City. As noted earlier, the current facility in Cove City should be adequate,
based on that | ibraryds ci r Tthalibrarydoesnhoveeved r egi s
lack a meeting room, and there is adequate space on the existing property to add such
a space.
Based on the formulas used earlier in this report, a total of 4,040 square feet in
meeting space is needed for the four existing library facilities in Craven County. Based
on the current amount of space allocated to each library, 345 square feet of this space
would be allocated to the Cove City Public Library. In addition, 500 square feet was
recommended f or e acdactivites. iThus, & tptal bf 845 squereifdetd r e n 6
is recommended as an addition for the Cove City Public Library.
This additional space would bring the total recommended for the Cove City
Public Library to 4,245 square feet i the existing 3,400 square feet plus an 845 square
foot addition for meeting space-3antht followingl dr eno
page for the recommended square footage for all facilities in Craven County.)
Because there is adequate room behind the existing facility on which to construct
the additional space, the Cove City Public Library could be expanded in its current

location.

®North Carolina Public Library Directors Associ at
Li brar i étp/MwwlbRrain.com/ncplda-guidelines-1998.htmi#facilities.
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Table 7-3. Recommended Square Footage for Craven County Public Library Facilities

Facility Current Recommended
Square Feet  Square Feet

Cove City 3,400 4,245

Havelock 8,449 9,806 1 14,262

New Bern 25,000 25,000

Vanceboro 3,000 3,804

New Facility or Facilities 17,1697 21,625

Havelock. This report recommends that between 9,806 square feet and 14,262
square feet be allocated for the Havelock Public Library.

The smaller number is based on the existing 8,449 square feet, which should be
adequatebased on that | ibrarydés circulation, plus
meeting room space (based on the current amount of space allocated to each library in
the county) and another 500 square feet for c
spaces is 9,806 square feet.

The larger number is based on the number of registered borrowers at the
Havelock Public Library, which represents 22.1 per cent of the total for Craven County.

An equivalent percentage of the 64,480 square feet recommended for all public library
facilities in the county would be 14,262 square feet. The additional 5,813 square feet
should include spaces for a meeting room and

As noted earlier, the Havelock Public Library could be expanded in its current

location, although any expansion would need to be approved by the Craven Community

College Havelock and the Marine Corps Air Station at Cherry Point.

New Bern. This report recognizes that the space allocated to the New Bern-
Craven County Public Libraryi s | ess than adequat e, based on
activity and based on comments by various individuals who were interviewed as part of

this project.
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However, because of the difficulties involved in expanding the Johnson Street
facility on its current site and because of the convenience of the current location, this
report recommends continuing to provide public library service from the existing 25,000
square foot facility but constructing a new library in another part of Craven County.

As noted earlier, the current facility could provide a reduced level of library
services to adults and children in downtown New Bern, could support local history and
genealogy services through an expanded Kellenberger Room, and could house the
CPC Regional Li braryodos offices.

Vanceboro. As with Cove City, the current library facility in Vanceboro should
be adequate, based on that | ibrarVyhékbrayi rcul at
does, however, lack a meeting room, and so this report recommends building a new
library or finding an existing facility that can be converted into a library.
Based on the formulas used earlier in this report, a total of 4,040 square feet in
meeting space is needed for the four existing library facilities in Craven County. Based
on the current amount of space allocated to each library, 304 square feet of this space
would be allocated to the Vanceboro Public Library. In addition, 500 square feet was
recommended for each facility f &4squarefdetdr enods
is recommended for the Vanceboro Public Library in addition to the current 3,000
square feet.
This additional space would bring the total recommended for the Vanceboro
Public Library to 3,804 square feet i the existing 3,000 square feet plus another 804
squarefeet f or meeting space and childrends acti vi
Because the Vanceboro Public Library cannot be expanded on its current site,
any expansion of the library in Vanceboro will require that a new library be constructed
or that the library be moved to another facility, one that should provide 3,804 square

feet at a minimum.

New Facility. Given the recommendation of 64,480 square feet for the public

libraries in Craven County and given the space recommendations for the existing

© 2013-2017, RB Software & Consulting, Inc.



Craven County Public Libraries, Community Needs Assessment 90

libraries (see Table 7-3), there should be between 17,169 and 21,625 square feet for
one or two new public library facilities in Craven County.

This recommendation is consistent with the earlier finding that, based on the
current distribution of public library facilities in North Carolina, a reasonable target for
Craven County for the next 20 years would be between four and six facilities.

The decision regarding whether to build one larger new facility or two smaller
new facilities and where to locate these should be driven by factors discussed in the
following section of the report.

Where to Locate the Library Fa cilities

Unfortunately, there are no standards to guide the location of library facilities.
Furthermore, lacking a detailed knowledge of potential sites in Craven County, it is
difficult to make specific recommendations.

Site selection will depend on a wide range of factors, including what sites are
available at any given time. The library staff and others involved in decisions about
library sites are encouraged to keep in mind a number of criteria for the evaluation and
selection of specific sites for public library facilities. These include:?®

1. Demographic patterns. Is the site in center of the population and employment
area to be served?

2. Site size and configuration. What size site do you require for present and future
needs? Does the site have that much usable space? Does the configuration of
the site match the building needs? A square or rectangle-shaped parcel is most
desirable.

3. General suitability. What is the zoning of the site and adjacent properties?
Availability of all utilities? Drainage system considerations? Soil and sub-soill

characteristics?

%6 | ee B. Brawner and Donald K. Beck, Jr. Determining Your Public Library's Future Size.
Chicago: American Library Association, 1996. p. 144.
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4. Accessibility. What is the driving time for automobiles or public transit to the site
from strategic locations? Availability of on- and off-site parking? Proximity to
major and/or secondary thoroughfares? ?’

5. Neighborhood compatibility. What are the current and projected land-use
patterns? Does the neighborhood complement and generate library usage?

6. Visibility. What are the traffic counts for the site? How much frontage (linear
feet) will the library building have on major and secondary thoroughfares?

7. Image and identity strengths. Is the site located in a recognized area with a
positive identity or image (e.g., landmark building or major shopping center)?

8. Regulations. Is the site in compliance with current zoning (e.qg., setbacks, right-
of-way, building height restrictions), sewer and storm drainage regulations?

9. Ownership. Is the site relatively easy to assemble and purchase in terms of one
or multiple owners? Must existing businesses or tenants be relocated and at
what liability or cost?

10.Assessed value. Can the site be purchased at a reasonable market value, taking

into account the present assessed value of the property?

In addition to the above considerations, there is general agreement that library
facilities should be located near actual and potential users. For example, six major
studies cited by Susan Palmer found that 57.4 per cent of public library users lived
within two miles of their libraries and that 89.7 per cent lived within five miles.?

Table 7-4 on the following page lists the towns in Craven County and the
distance from each town to the nearest library facility. As the table shows, 84 per cent
of the population of these towns lives within five miles of one of the existing public

library facilities in Craven County.

2" Along these lines, staff should consult the traffic volume maps that are available from the
North Carolina Department of Transportation's Information, Mapping, and Graphics Unit, URL:
http://www.ncdot.org/it/img/DataDistribution/TrafficSurveyMaps/.

8 E. Susan Palmer, "The Effect of Distance on Public Library Use: A Literature Survey," Library
Research 3 (1981): 315-334.
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This section of the report looks at some of the advantages and disadvantages of
locating a new library facility in one of the areas currently without a library.?® Of the
eight towns that do not currently have library facilities, six can be considered as pairs,
because of their proximity to one another: Brices Creek and James City; Bridgeton and
Fairfield Harbour; and River Bend and Trent Woods. Dover and Neuse Forest are

considered separately.

Table 7-4. Distance from Each Town to the Nearest Library Facility

Brices Creek 6 miles
Bridgeton 5 miles
Cove City 0 miles
Dover 7 miles
Fairfield Harbour 12 miles
Havelock 0 miles
James City 2 miles
Neuse Forest 8 miles
New Bern 0 miles
River Bend 8 miles
Trent Woods 5 miles
Vanceboro 0 miles

Brices Creek and James City.  The towns of Brices Creek and James City are
located south of the Trent River from New Bern.

The primary advantage of locating a public library facility in the Brices Creek and
James City area is that the population of the two towns (8,972) represents the largest
population of any areas in Craven County without a library. In addition, growth in Brices

Creek over the past decade (49 per cent) has been the strongest of any town in Craven

1t would, of course, be possible to locate a new public library facility in New Bern, which
already has the largest public library facility in the county. This report, however, sees more
value in locating a new facility in an area of the county without an existing public library building,
thus providing more convenient library service to a greater number of individuals.
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County, and growth in James City (9 per cent) has outpaced that of the county as a
whole.

The disadvantage of locating a public library facility in this area is that the two
towns are already close to an existing library. James City is just 2 miles from the New

Bern-Craven County Public Library, and Brices Creek is just 6 miles from that facility.

Bridgeton and Fairfield Harbour A rea. The towns of Bridgeton and Fairfield
Harbour are located east of the Neuse River from New Bern.
The main advantage of locating a public library facility in the Bridgeton and
Fairfield Harbour area is that these are two of the fastest growing towns in Craven
County; over the | ast decade, Fairfield Harbo
and Bri dget on 0 snaddition3RairfigldeHarbotraapresents the town that
is farthest from an existing library facility.
The disadvantage of locating a public library facility in this area is that the two
towns represent less population (3,409) than do either the Brices Creek and James City
area or the River Bend and Trent Woods area.

Dover. The town of Dover is located west of New Bern on Old US Highway 70,
near the Lenoir County border.
The mayor of Dover has mentioned the idea of a public library in Dover, and that
interest represents the primary advantage of locating a library facility there.
Unfortunately, Dover has very little population; at 402 people, it represents the
smallest town in Craven County without a library facility. Fur t her mor e, the tow
population has declined by 9.3 per cent over the past decade and represents the lowest
growth figure of any town in the county. Finally, Dover is just seven miles from an

existing public library facility in Cove City.

Neuse Forest. The town of Neuse Forest is located on US Highway 70, just

north of Havelock.
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The primary advantage to locating a library facility in Neuse Forest is that the
area is rapidly growing. Over the past decade, population growth in this town has been
41 per cent, the third highest of any town in Craven County.

On the other hand, disadvantages include a small population of only 2,005 and
the fact that Neuse Forest is only eight miles from an existing public library facility in

Havelock.

River Bend and Trent Woods Area. The town of River Bend and Trent Woods
are located west of New Bern, just south of US Highway 17.

The primary advantage of locating a public library facility in the River Bend and
Trent Woods area is that the population of the two towns (7,305) represents the second
largest population of any towns without a library in Craven County. In addition, there is
already strong interest in a public library in River Bend, which has its own subscription
library, located in the building next to the police station and staffed by volunteers.

One disadvantage of locating a public library facility in this area is that the two
towns are already close to an existing library. Trent Woods is just 5 miles from the New
Bern-Craven County Public Library, and River Bend is just 8 miles from that facility.
Another is that growth in these towns has not been as great as in some other parts of
Craven County; in fact, over the last decade, the population of Trent Woods decreased
by slightly less than 1 per cent.

Other Issues

There are, of course, a number of other issues involved in any decision to
expand existing library facilities or build new facilities. These include identifying funding
for any construction, staffing the expanded or new facilities, and funding for ongoing
operations.

It is beyond the scope of this report to address these issues in any depth.

However, the following points can be made.
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Funding Construction.  In addition to local government funding, those involved
in fundraising activities for any construction of library facilities should consider non-
governmental funding. The Foundat i on (FOundatior Growdh amdeSpviogr t
Estimates for 2011 reports that there are more than 76,600 grantmaking foundations
in the United States and that these organizations made grants totaling $46.9 billion in
2011. It may be possible for the public libraries in Craven County to obtain grants from
private companies and foundations, but these require that the staff members identify
such grants and apply for them. The following actions may help the staff in these

efforts:

1 Being familiar with Web and print resources for information on foundations,
including the following:

o0 The Foundation Center (http://foundationcenter.org/) provides a wide range of

information on philanthropy in the United States. Of particular interest is the
Foundation Finder, a free database that provides basic information on 80,000
private and community foundations. The Foundation Directory Online
provides more information on the foundations but is available only through
subscription.

0 GuideStar: The National Database of Nonprofit Organizations

(http://www?2.quidestar.org/Home.aspx) also provides a free searchable

database of information on foundations and other nonprofit organizations.

0 Noza (https://www.nozasearch.com/) provides a similar free database of

information on foundations.

T Monitoring the 0L ihttpy/lérarygrads.boagsposcom/.bTheo g a't

blog is maintained by Stephanie Gerding and Pam MacKellar, whose book
(Grants for Libraries: A How-to-Do-It Manual, Neal-Schuman 2006) should also
be consulted.

1 Being aware of the fundraising process. Two older articles from North Carolina
Libraries(Jol i ne R. E z z eStepb Bregraii for Stromget Grant
Pr o p o Narth €aradina Libraries 53 [Spring 1995]: 6 7 7; and Steve

30 Available on the Web at http://foundationcenter.org/gainknowledge/research/pdf/fgge12.pdf.
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Sumer ford, nCaref ul P 1 a n rNorth Garolind hilmaridgsundr ai s
53 [Spring 1995]: 3T 5) may prove helpful to staff of the Lucy Cooper Finch
Library.

Staffing. Adequate staffing must be kept in mind, particularly if a new facility is
constructed. As noted above in Chapter 5, the North Carolina Public Library Directors
Association guidelines recommend that the public libraries in Craven County should

have 52 FTE staff, 18 more than they currently have.

Funding for Ongoing Operations.  Adequate funding must also be provided for
the ongoing operations of library facilities. In addition, in Craven County, a decision
must be made regarding the relative amount of town funding vs county funding for any
new public library. Currently, the libraries in Cove City and Vanceboro are totally
funded by Craven County, while county funding represents 71 per cent of the funding
for the Havelock Public Library and 93 per cent of the local funding for the New Bern-

Craven County Public Library.
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Chapter 8
The Regional Library System

The public libraries in Craven County belong to the CPC Regional Library
System, which includes Craven, Pamlico, and Carteret Counties.

There are currently twelve regional library systems in North Carolina, which
include 42 of the 100 counties in the state. They were largely created in the 1950s and
1960s and based on the belief that larger units of library service are more effective and
economical than are smaller units (counties and municipalities).

However, in the last seven years, three regional library systems have dissolved,
and no new regional library system has been created in North Carolina since the 1960s.
The question of whether the CPC Regional Library is working for the public

libraries in Craven County arose during the community needs assessment, and this
chapter attempts to address that question as well as the more general question of what
constitutes as strong regional library system and what can be done to ensure that the
CPC Regional Library System is providing a high level of service to the public libraries
of Craven County.

Attributes of a Strong Regional Library Sy  stem

In order to determine what makes a regional system strong, | asked the current
regional library directors in North Carolina for their thoughts. These are shown in Table
8-1 on the following pages.

Among the ideas stressed by these directors are the following:

i Strong regional systems have a strong leadership team that includes a strong,
experienced regional director and good representation from the individual
libraries that make up the regional system. Members of the leadership team

meet regularly.
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Table8-1. Nort h Carolina Regional Li brary Directo
Strong Regional System

Lcommen R

A strong and functional Regional Library system has an experienced

Director at the helm. The member county library branch managers share in

the team development, have input for decision ~ -making and goal setting
despite the geographic distances. Monthly mee  tings are held at one location
or via Skype. Open communication and movement in the same direction in
unison is crucial. Different county libraries in a regional system each doing
something differently is dysfunctional. A functional regional library syst em
is current with five year plans, technology plans and complies with all
requirements that a single county library must follow. For example, safety
training, new employee orientation, disaster drills, MSDS notebooks, staff
development, and annual evaluat ions should be in place. Each library
including staff and supervisors should be engaged with the local

communities and agencies collaborating when appropriate. A strong

regional library system has one shared website and even though each library
has its ow n name, all are under the umbrella of the regional library name on

all letterhead, library cards, logos etc. Having all libraries follow same

policies, procedures, fine schedules, and processes yields the best results.
Team unity and vision can be achieved by a monthly staff newsletter and
supervisor meetings so all staff feel like they are part of a larger unit. A

portal for all staff documents also provides efficiencies and uniformity.

Mentor all staff to obtain participation in grant seeking, book review s, media
releases, and programming. In other words, a functional regional library

should embrace change, meet challenges, find solutions and not only

survive the economic conditions, but flourish making the regional library

system indispensible to the comm unities.
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Table8-1. Nort h Carolina Regional Li brary Directo
Strong Regional System

(Continued)

Contact and advocacy at all levels -patrons, local boards, regional board
members, all need to help in letting county ~ commissioners/town
commissioners see and know faces that they can associate with their public
libraries.

| have also been lucky that turnover in county managers and most town
managers has been at a low level over the last 10 -12 years. It is a big plus
not to have to reestablish relationships over and over again.

Funding at the local level has been tough the past six years. Many rural
counties are still feeling great financial pain since 2008. | have seen a strong
willingness on the part of local governme  nts to continue to maintain support
for public libraries even though this is a year by year struggle.

In short, | think a strong regional system is one that can provide a good
variety of supporters for local funders to see.

Ditto about good staff. These are often friends and neighbors of elected
officials.
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Table8-1. Nort h Carolina Regional Li brary Directo
Strong Regional System

(Continued)
First, leadership by the Regional Library Director. Her/his knowledge base

and continued learning. Participation in the profession statewide and

nationally if possible. The former is essential, the latter may be done by

keeping up with the literature and research. Partly based on the research

from as far back as the 60's tha tindicate library success comes based on

the personality of the librarian. But also my observations as a real lib rarian
in the trenches and observations of my colleagues here in NC for whom |

have the greatest respect and appreciation.

Second, a strong b oard who se members are knowledgeable (kept so by the
Director) and strong advocates of the services provided. What we do and
why we are doing it.

Third, regular personal communication with the funding agencies
individual managers as well as individual ¢ ouncil people. Especially by the
Director with back up by Board members.

Fourth, financial support at local and state level. We would not have a prayer
without state funding.

A good team of library staff! And | mean a team.
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Table 8-1. North CarolinaRe gi on al Library Directorsd Thou
Strong Regional System

(Continued)

| agree é but would move adequate funding from State and Local
governments to the forefront. Even a bad director can accidently do great
things for their service community if they are provided the financial
resources to make good things happen.

A sufficient numbe r of well trained and dedicated staff who receive decent
financial compensation for their work. Good staff who are poorly paid may
always be looking for other opportunities because they might feel
undervalued. Of course not all well paid staff do great wo rk either.

Local library board members who are willing to speak up/speak out for their
library as a routine course of action, not just in times of financial need.

Mutual respect between libraries and their funding agencies. As outside

agencies libraries can/are sometimes treated like red headed stepchildren
(thatdés aniobddphkasesw i f that i s pol it
Becoming more and more difficult as the culture/attitudes of politics change.

When you hear commissioners sayingth at fieveryone has |
so we donét need public |ibraries doe
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Table8-1. Nort h Carolina Regional Li brary Directo
Strong Regional System

(Continued)

In my almost twenty years as the Director of a Regional Library System, my feelings
are that a Regional Library benefits the most from strong central leadership. | may
be slightly biased, as the XXX Regional Library System has always been very
centralized, but | feel that th is is the best way to ensure that all of the patrons of the
various members of a Library System receive the same high level of service.

A centrally -run Library with an organized and proactive Director and professional
staff can use the resources availabl e to them most efficiently to process materials,
offer services, and ensure happy patrons. | envision our Library's Headquarters as
being like an air traffic control center, where we carefully observe how we can

benefit those we serve the most and then di  rect our Library's resources to the
various branch locations accordingly.

There are other factors that | feel are very important. The Library's leadership must
have a very solid understanding of finance. At the most basic level, the Library is
run like any other business or organization that has income and expenses, and a
solid understanding of these elements is essential to ensuring that the Library is

able to operate smoothly.  And of course, having capable and talented staff
members is an absolute mu st, especially at the professional level. The mid  -level
supervisors of a Library are the eyes and ears of the Administration, and having

staff members who will take the initiative to diagnose and remedy problems within

the Library plays a huge role in a Re gional Library's success.  With strong,
centralized, professional staff, it is not necessary to have professional librarians at
smaller, rural branches.  With modern technology, staff can assist patrons at all
locations with questions that require professi onal attention through email, fax, or
telephone.

Finally, in order to ensure a strong Library System, the Library's Director and Board
must serve as advocates to the local units of government to continue providing
adequate funding to the Library. In the past, | have sometimes found it difficult to
express to local administrators how critical their funding is to providing services to
patrons. Directors of Regional Libraries may find it hard to convey that their

counties or cities are part of the System a  nd that their citizens are benefiting just as
much as the other members. | feel that our local administrators finally understand
how important their roles are in our Library System, and it is very gratifying to see

how willing they now are to work with ou  r Library to ensure that their citizens
receive the absolute best library service possible.
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1 Strong regional library systems have unified goals. As one director noted,
ADiIi fferent county | ibraries in a regdgsional
dysfunctional.o

1 Strong regional library systems have strong staff members, what one director
c a | Iwelldrain@d and dedicated staff who receive decent financial
compensation for their work.o

1 Individual library staff and library boards should advocate for their libraries in their
communities. One director pointed out that local staffi s houl d be engaged
the local communities and agencies collaborating when appropriate.0 Another
mentionedt h e i mp o rComgant anel adedcacyfat all levels. & et another
c i t leochl lilsrary board members who are willing to speak up/speak out for their
library as a routine course of action, not just in times of financial need.o

1 Strong regional libraries have strong funding at the local and state levels.

Is the CPC Regional Library Working for Craven County?

The public libraries of Craven County derive several tangible benefits from
membership in the CPC Regional Library System. The most important of these include:

1 Regional staff who are able to provide assistance to all of the libraries in the
regional system. These include the regional library director, who should be able
to assist the directors of the individual libraries with a wide range of matters; a
library technology coordinator, who should be able to ensure that the
technologies employed in the member libraries are kept up to date and
functioning; a technical services supervisor; and a bookkeeper. If the public
libraries in Craven County did not have access to these staff members, then
funding would need to be found to provide at least some similar positions,
particularly a library technology coordinator.

1 The integrated library system, which includes a circulation module that allows

staff to check out materials and to manage reserves and overdues, an online
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catalog that enables staff and users to access a wide range of library resources,
and a cataloging module, which allows library staff to manage the central
dat abase of t he Ithe publialibrareesin CravéndCountgdsd.not | f
share the regionds integrated | ibrary syst
and maintain one on their own, which could cost as much as $100,000 to acquire
and $40,000 per year to maintain.
1 The ability to borrow materials from any of the ten member libraries in the CPC
Regional Library System. The public libraries in Craven County provide a total of
190,000 books to their users; another 165,000 books are available from the
libraries in Carteret and Pamlico counties. Having access to all of these
materials and knowing about them through t
catalog is a great advantage of membership in the CPC Regional Library System.
A number of individuals who commented on the community survey and a number
of those interviewed as part of this needs assessment commented on the value
of this benefit. If the public libraries of Craven County did not have access to
these materials, then either additional funding would be needed to provide more

materials locally or service to library patrons would suffer noticeably.

Of course, more might be done to ensure that local libraries see tangible benefits
from membership in the regional system, and regional staff members are encouraged to
publicize the current benefits of membership as well as to explore other region-wide
services that might make clear the advantages of belonging to the region, including
region-wide staff training, programming, and marketing and advocacy efforts. The
experiences of the other regional library systems in North Carolina and similar systems
throughout the United States should be used to guide the staff of the CPC Regional

Library System in these explorations.
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Chapter 9

Recommendations

The following recommended areas for future focus are based on an analysis of
demographic data and demographic trends for Craven County, usage and funding data
and trends for the public libraries in Craven County, a survey of the citizens of Craven
County, a survey of the staff members of the public libraries of Craven County, and
information gleaned from meetings with the staff members and library board members
in Craven County, focus groups made up of citizens from Craven County, interviews
with local community leaders, and a space needs analysis of public library facilities in
Craven County.

These recommendations represent the areas of focus that the project consultant
feels would help the public libraries of Craven County best meet the needs of the

citizens of Craven County.

Adult Rea ding

By far, the most frequently used service or resource among respondents to the
recent community survey were books for adults; 64 per cent of respondents listed these
as one of the most frequently used resources and services of the library. Books for
adults were also the library resource or service most likely to be rated as very important
by those who responded to the survey and the most frequently mentioned area for
improvement by survey respondents.

The demographics of Craven County suggest that the population being served by
the library is likely to be strong users of traditional, book-oriented library services in
particular, especially in areas with higher levels of education, higher levels of wealth,

and a larger percentage of the population 65 and over.

1 More funding for books is needed. As noted above in conjunction with Table 5-1,

relatively little money is being spent on materials by the public libraries in Craven
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County. This is unfortunate, because even though the number of books per
capita in the libraries is reasonably good and higher than the state median, the
lack of funding for new materials will make it difficult for staff to keep collections
current and to meet the demands of the libraries 6 user s.
1 The libraries should make available ebooks as well as traditional print books.
Several New Bern patrons who were interviewed as part of this project
expressed an interest in ebooks, and one added that providing ebooks would be
Afa good watyi otho [ptohse | i brary] for the future
community survey and library staff also noted the need for ebooks.
1 Readersbadvisory services should be emphasized so that patrons know that the
library staff are able to make book recommendations and help them with book
selection. Training for staff in readers?o
advisory tools like Novelist and Goodreads should be part of any emphasis on
readersé6é advisory services.
1 Books for young adults should be included in any emphasis on books for adults.
Books for young adults were the fifth most important library resource or service,
according to the respondents of the community survey.
1 Book-related programs for adults and young adults should also be part of any
emphasis on books for these age groups.
1 The libraries in Craven County may wish to model the approaches taken by
libraries like Wake County (NC) or Baltimore County (MD), which emphasized
purchasing large numbers of popular materials like best sellers. This approach
might be especially popular with the number of respondents who said that their
use of the I|ibrary was | imited because the
(See Table 3-9.)

Childrends Services

The relatively young population in Craven County (particularly those under 5
years of age) supports the need for strong <ch
Craven County libraries. Public libraries have an important role to play in helping young
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children build the skills needed to succeed in school, and this is especially true in a
county that ranks 10th in the state in the percentage of its population under 5 years of
age.
According to the recent community survey, books for children were the second
most frequently used library resource or service, and books for children were also
ranked as the second most important resource or service. In addition, programs for
children were third most important resource or service, according to survey
respondents.
Chil drends servi ces mwinéaréas\witeyoengepeci al ly i mp

populations, which tend to have a large number of children.

T The Craven County public |ibraries appear
programs already, and the libraries should build on this strength by continuing to
offer the programs that are in place and to expand these where possible.
T The |l i braries should focus on three aspect
o Building the skills needed to succeed in school through programs that get
preschool children ready for school.
0 Supplementing the work of the school system for school-aged children by
providing resources to help with school work.
o Providing summer programs that prevent children from slipping out of
practicing theirreadi ng skill s (the Asummer sl ideo)
T AI'l Tibrary facilities should have adequat
may require the expansion or replacement of several existing library facilities,
which are hampered by the lack of meeting rooms and adequate room for

storytimes and otherchi | dr ends progr ams.
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Computers and Internet Access

According to an August 2013 Pew Research Center report, 30 per cent of all
adults in the United States lack high-speed broadband Internet access at home.*!
Public libraries have an important role to play in providing access to the Internet for this
large group of individuals, many of whom would have no other way to access job
information, apply for jobs, access government information, and apply for government
benefits.

Internet access computers were the third most frequently used library resource or
service among the respondents to the recent community survey and were the second
most frequently suggested area for improvement for the libraries.

Internet access computers and training on their use should be particularly

important in areas with lower levels of education and areas with poorer populations.

1 The most pressing need is for more Internet-accessible computers. Currently,
the public libraries in Craven County provide approximately one computer per
2,386 individuals in the service area, well below the median for public libraries in
North Carolina, which is 1,438. Given an estimated 2033 population of 109,292
for Craven County, the number of public computers needed by its public libraries
in order to meet the current median for public libraries in the state would be 76,
more than the current 44 public computers provided by the Craven County public
libraries.

1 The lack of public Internet workstations is a particular problem at the New Bern-
Craven County Public Library; while that library has over three times the number
of registered borrowers than Havelock, for example, it has just one more Internet
access computer.

1 The libraries should explore ways to provide both computer hardware and

software in the most economical way possible. The CPC Regional Library

Kathryn Zickuhr and Aaron Smith, fAHome Broadband
http://pewinternet.org/Reports/2013/Broadband/Findings.aspx.
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System, which includes the libraries in Craven County, has begun exploring a
virtual desktop approach that would enable multiple computer clients (typically
half a dozen) to share a single computer server, thus greatly reducing the cost of
computer hardware and software to the libraries.

1 In addition to providing more computers, it is important to ensure that existing
computers are working. A large number of respondents to the recent community
survey complained about computers not working, and some respondents even
complained about specific computers that tend not to work well.

1 Training for both patrons and staff is also extremely important. The New Bern-
Craven County Public Library, in particular, does a very good job with patron
training, and ways to expand this training to the other libraries in Craven County
need to be explored.

1 Because staff are frequently called upon to support the use of computers by

patrons, they also need continual training in both hardware and software.

Facilities

Chapter 7 of this report has examined the public library space needs for Craven
County. As that chapter notes, the four public library facilities in Craven County
currently total 39,849 square feet.

Several of the individuals who responded to the recent community survey noted
the need for more space in the libraries or for specific improvements, like a private
meeting room. Library board members in Cove City felt that their facility needed to be
expanded. One noted that A50 children plus t
programo and that Aso many people just flowed
every public library in Craven County mentioned the need for more space or for specific
areas like meeting rooms.

Chapter 7 of this report makes the following observations and recommendations:

1 Based on widely used formulas for library space needs, the total gross space

recommended for the public libraries of Craven County for the next 20 years is
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64,480 square feet, an increase in the total allocated to public libraries in Craven
County of 62 per cent.

1 Based on the current distribution of public library facilities in North Carolina, a
reasonable target for Craven County for the next 20 years is between four and
six facilities.

T Additional space for meeting rooms and chi
for the Cove City, Havelock, and Vanceboro libraries.

1 The Havelock Public Library could be expanded to 14,262 square feet, based on
its level of activity.

1 The space allocated to the New Bern-Craven County Public Library is less than
adequate, based on that | ibraryds | evel of
various individuals who were interviewed as part of this project. However,
because of the difficulties involved in expanding the Johnson Street facility on its
current site and because of the convenience of the current location, this report
recommends continuing to provide public library service from the existing 25,000
square foot facility but constructing a new library in another part of Craven
County.

1 The current New Bern facility could provide a reduced level of library services to
adults and children in downtown New Bern, could support local history and
genealogy services through an expanded Kellenberger Room, and could house
the CPC Regional Libraryoés offices.

1 One or two new facilities could be built in Craven County. The total square
footage allocated to these facilities should be between 17,169 and 21,625 square
feet. The most reasonable locations for new facilities would appear to be the
River Bend and Trent Woods area, the Bridgeton and Fairfield Harbour area, and
the Brices Creek and James City area.

1 The appropriate individuals i library staff, library board members, or local
government officials i should consider hiring a space needs consultant who
specializes in public libraries to help develop a building program for the new
facility or facilities.
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1 The appropriate individuals should also begin considering questions about
funding for any construction, staffing for expanded or new facilities, and funding

for ongoing operations.

Genealogy and Local History

Genealogy and local history resources and services represent an important
aspect of library service and one that is particularly important in a town as rich in local
history as New Bern. The New Bern-Craven County Public Library is lucky to have one
of the finest such collections in the state in its Kellenberger Room, and these resources
and services should continue to be a central focus of that library.

Several staff members named the Kellenberger Room when asked to list the
strengths of the New Bern-Craven County Public Library. Several library patrons

praised the staff of the Kellenberger Room during interviews.

1 If a new public library facility is built in Craven County and staff, collections, and
resources are moved from the present New Bern-Craven County Public Library,
the facility on Johnson Street could support local history and genealogy services
through an expanded Kellenberger Room. New Bern library board members
mentioned the need for more space for the Kellenberger Room.

1 The importance of collaborations with the many local history and genealogy
groups in New Bern and Craven County cannot be overemphasized.

1 The staff of the Kellenberger Room are also encouraged to use the technologies
to enhance access to local history and genealogy resources. Providing
additonal onl i ne resources and digitizing the
make local history and genealogy information more accessible to a wider range
of users and preserve valuable materials against the damage associated with the
use of such items. It is also likely that a strong digitization effort will raise the
profile of the library, both in the county and in the wider research community.

1 The staff of the Kellenberger Room are also encouraged to consider pursuing

external funding to assist with any efforts to make the collections more

© 2013-2017, RB Software & Consulting, Inc.



Craven County Public Libraries, Community Needs Assessment 112

accessible, through digitization or other means. The State Library of North
Carolinabs LSTA Access and Digitization Pr

particular interest.

Integrated Library System

The libraries in Craven County share an OCLC integrated library system with all
of the libraries in the CPC Regional Library System. The system provides a circulation
module that allows staff to check out materials and to manage reserves and overdues,
an online catalog that enables staff and users to access a wide range of library
resources, and a cataloging module, which allows library staff to manage the central
database of the | ibraryds hol dings. The fact
uses an integrated library system is evidence of their utility in helping library staff
members serve their patrons.
However, there are some significant problems with the OCLC integrated library
system that the public libraries in Craven County use. Several respondents to the
community surveye x pr essed concerns about various comp
system, including the online catalog (which o
unsatisfactoryo) and the system for placing i
A number of the library patrons and community leaders who were interviewed
also complained about the system. Again,the maj or compl aint focused
problems with holds on books. Several individuals described incidents where a book
would be placed on hold and then later no longer be on hold.
Staff members also mentioned the frequent problems that patrons have placing

items on reserve and the tendency of the system to mishandle these transactions.

1 The staff of the CPC Regional Library System should continue to work with
OCLC to make improvements to the integrated library system and to resolve the
problems with placing items on reserve in particular.

1 Inthe event that these problems are not resolved to the satisfaction of staff
members, the staff of the CPC Regional Library System should consider
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switching to a different vendor, as soon as the contract with OCLC has expired.

One very promising alternative is the NC Cardinal system that is being

sponsored by the State Library of North Carolina.

o Libraries apply for LSTA funding to join the NC Cardinal system. If approved,
there is no cost for the first two years of membership in the system, which
includes migration from the old system to NC Cardinal and all staff training on
the new system.

0 Annual costs beginning in the third year vary depending on the size of the
library, but annual costs for the CPC Regional Library System are likely to be
less than $30,000.

o Four other regional library systems and 15 county libraries currently belong to
the NC Cardinal system.

o0 Member libraries can borrow materials from one another, much as the Craven
County libraries can borrow materials from other libraries in the CPC Regional
Library System. This service would provide users of the Craven County
libraries with access to roughly 4.2 million items from the libraries that
currently belong to NC Cardinal.

0 Because the NC Cardinal system is a hosted, cloud-based system, local staff
expertise and workload are minimized.

o If interested, staff members of the CPC Regional Library System can obtain
further information about NC Cardinal from Tanya Prokrym, the NC Cardinal

Program Manager, at the State Library of North Carolina.

Local Funding and Funding Patterns

Craven County provides an adequate level of funding for its public libraries. As
Table 5-1 earlier notes, total per capita funding for the libraries in 2011-2012 was
$13.04, just below the state median for county and regional libraries of $13.26. The
libraries represent approximately 1.5 per cent of the total county budget, which is
slightly better than the median for county and regional libraries in North Carolina.
Nevertheless, several points should be made.
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1 First, while the public libraries in Craven County are funded near the state
median, more local funding will be needed to improve library services by a
significant amount. If local citizens wish to have a higher quality of library service
in Craven County, then they need to work with library boards and Friends groups
to advocate for increased funding.

1 A long-term goal for public library funding in the county could be established and
a strong program of advocacy could be initiated. For example, if the goal were to
fund the public libraries in Craven County at a level equal to the top one-third of
county and regional libraries in North Carolina, local funding would need to
increase to $16.45 per capita, an increase of 26 per cent.

1 There are also questions about how county funds are currently distributed to the
four public libraries in Craven County. As Tables 9-1 and 9-2 on the following
page show, at present, the Havelock Public Library receives a smaller share of
county funds than would be warranted based

(Havelock receives only 9 per cent of the county funds while representing 14 per

cent of the circulation among the countyos
registered borrowers.) While it is reasonable to provide a minimal level of

funding to smaller libraries like Cove City and Vanceboro, regardless of their

level of activity, local officials need to find a way to more equitably distribute local
funding based on a |ibraryés | evel of acti

1 The current practice of allowing towns to supplement county funds is reasonable,
and the county might consider some sort of matching arrangement to encourage

all of the towns to provide funding to their libraries.
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Table 9-1. County Funding to Town Libraries and Levels of Activity T Totals

Library County  Circulation Registered
Funding Borrowers
Cove City $86,234 9,954 2,877
Havelock $113,887 44,790 19,851
New Bern $977,514 256,086 63,514
Vanceboro $70,688 9,343 3,507

Table 9-2. County Funding to Town Libraries and Levels of Activity T Percentages

Library County Circulation  Registered
Funding Borrowers
Cove City 7% 3% 3%
Havelock 9% 14% 22%
New Bern 78% 80% 71%
Vanceboro 6% 3% 4%

Marketing and Advocacy

It is extremely important for the staff members of the libraries in Craven County

to better market their resources and services and for library board members, Friends of

the Library members, and other library supporters to better advocate for the libraries.

This need was pointed out by several members of the community, including one who
be
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marketing the resources and services of the libraries. Respondents to the recent

community survey ranked the Website as the fourth most heavily used and the

fourth most important library resource. Two of the Craven County libraries (Cove

City and Vanceboro) do not currently have Websites, and this situation needs to
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be addressed, either by local staff or regional library staff. Even simple Websites
designed on the LibGuides model would prove helpful.
T I't is especially important to provide info
local government officials. In the interviews, one local government official
complained that he did not receive user data for the library. Local government
officials cannot be expected to make informed decisions about library funding
without this kind of information.
1 The libraries in Craven County or the CPC Regional Library System may wish to
investigate a product such as Ebscods Libr

and deliver high-quality promotional materials.*

32 See http://www.ebscohost.com/novelist/libraryaware for details.
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