
DOWNERS GROVE PUBLIC LIBRARY 

BOARD OF TRUSTEES 

REGULAR MONTHLY MEETING 

MARCH 23, 2016, 7:30 P.M. 

LIBRARY MEETING ROOM 

 

MINUTES 

1. Call to order.  President Wendee Greene called the meeting to order at 7:30 p.m. 

2. Roll call.  Members present: Trustee Ed Earl, Trustee David Humphreys, Trustee Art 

Jaros, Trustee Thomas Read, President Wendee Greene. Member absent: Trustee Susan 

Eblen. 

Also present: Director Rick Ashton, Assistant Director for Support Services Sue O’Brien, 

Assistant Director for Public Services Bonnie Reid, IT Manager Dale Galiniak, Downers 

Grove Resident Ed Pawlak. 

3. Welcome to visitors.  President Greene welcomed visitors and thanked them for their 

interest in the work of the Library. 

4. Approval of Minutes. 

a. February 24, 2016, Regular Monthly Meeting, Including Executive Session.  It 

was moved by Humphreys and seconded by Earl THAT the Minutes of the 

January 27 meeting be approved as circulated.  Roll Call: Ayes: Earl, Humphreys, 

Jaros, Read, Greene.  Nays: None.  Abstentions: None. 

 

5. Financial Matters. 

a. February 2016 Financial Report.  Ashton reported on the figures. 

 

b. Approval of March 2016 Invoices.  It was moved by Jaros and seconded by Read                                

THAT March 2016 invoices totaling $97,111.46 and credit memos totaling 

$35.45 be approved and February payrolls totaling $213,508.54 be recognized.  

Roll call: Ayes: Earl, Humphreys, Jaros, Read, Greene.  Nays: none.  Abstentions: 

none. 

6. Public Comment on Agenda items.  President Greene invited comment. There was 

none. 

7. Public comment on other Library business.  President Greene invited comment.  There 

was none. 

8. Unfinished Business. 

a. Proposed Purchasing Policy.  Requested action: approval. 

 



Ashton presented the proposed policy, which included minor editorial changes 

from the document discussed by the Board at its February meeting. 

It was moved by Jaros and seconded by Humphreys THAT the proposed policy 

be approved.  Roll call: Ayes: Earl, Humphreys, Jaros, Read, Greene.  Nays: 

none.  Abstentions: none. 

9. New Business. 

a. Recent Customer Feedback.  Requested action: receive report.  Reid presented the 

report (attached), the result of analysis of customer feedback data collected from 

July 2015 through January 2016. She emphasized that the findings of the analysis 

were not surprising. The analysis gives Library staff an informational base for 

several elements of the service commitments the Library makes to its customers.  

Reid thanked IT Manager Dale Galiniak for assistance with the statistics and 

graphics. She also thanked Adult and Teen Services Librarians Mieko Fujiura-

Landers and Janet Cole for the hands-on work of compilation and classification of 

the data. 

 

It was moved by Jaros and seconded by Humphreys THAT the Board formally 

receive the report.  Roll call: Ayes: Earl, Humphreys, Jaros, Read, Greene.  Nays: 

none.  Abstentions: none. 

b. Appreciation for the Friends of the Library.  Requested action: approve letter. 

Greene presented the letter and personally thanked Joanne Hansen, Friends of the 

Library President, who was unable to be present. It was moved by Jaros and 

seconded by Humphreys THAT the proposed letter of appreciation (attached) be 

approved.  Roll call: Ayes: Earl, Humphreys, Jaros, Read, Greene.  Nays: none. 

Abstentions: none. 

10. Report of the Director.  Ashton presented his written report (attached).  He emphasized 

that the growth in public use, as reflected in the February 2016 statistical report, is a very 

positive sign that is not in line with national trends. 

In addition, he presented an addendum to the report (attached), including the following 

items: 

i. Acoustical Panel Project Change order. 

ii. Tentative Tax Rates and Tax Extensions. 

iii. Public Library Association Presentation. 

Noting that it was his final Board meeting as Director of the Downers Grove Public 

Library, Ashton thanked the Board for its support throughout his four and one half years 

in the position. He expressed his appreciation to the staff and the community for the 

professional and personal opportunity he had experienced. He wished the Library great 

future success.  



Members of the Board expressed their thanks for his service.  Humphreys said, “You are 

leaving the Library better than you found it.”  Greene commented, “You made it look 

easy.” 

11. Board Member comments and requests for information. 

Earl reported that he had attended the Friends of the Library board meeting in February.  

He commended their support for the Library and their ongoing efforts to increase 

membership and support. 

Greene reminded the Board about arrangements for the next phases of the Library 

Director search. About March 28, Board members will receive electronically from 

Bradbury Associates the candidate materials and evaluation tools. Dale Galiniak will be 

present to provide technical support for the Skype-based semifinalist interviews. Various 

Library meeting, conference, and program rooms have been reserved for use as needed.  

She is investigating the use of an off-site conference room for finalist interviews.  

Bradbury Associates will be present to assist with both the semifinalist and finalist 

interview processes.   

12. Adjournment.  President Greene adjourned the meeting at 8:06 p.m. 



Analysis of “How Did We Do?” Forms 

 

 

Summary: 

From July 2015 through January 2016, we received 113 “How Did We Do?” comment forms 

from patrons via our website and in-person.  We collected the data from these forms and 

analyzed the results in Google Spreadsheets in order to develop conclusions on how we are 

performing and locate areas of potential improvements. 

 

Top Findings: 

● The top three areas patrons were most likely to comment on were our Building (36.28%), 

our Staff (30.09%) and our Catalog (9.73%) 

● Comments were more likely to be Neutral suggestions (46.02%) than Positive (28.32%) 

or Negative (25.66%) comments 

● Patrons were more than three times as likely to submit comments In Person (75.22%) 

than Online (24.78%) 

● Patrons were overwhelmingly positive in comments about our staff’s performance 

(82.35%), making up almost one quarter (23.89%) of all submissions 

 

Charts: 

 



 

 



 

 
 

 

 

 



 
 

Responses: 

 

Overall, our ability to respond to patron’s comments and requests was really good.  52.2% of 

our responses to patrons were positive, meaning that we either implemented the change as a 

result of the suggestion, already did what the patron was commenting on, or were able to give 

the patron instruction that solved their problem. 

 

All patron requests were assessed based on their feasibility and positive impact on the library.  

11% of the suggestions were not possible for the library to do because of limitations of vendors 

or things outside the library’s control. We chose not to do 22% of the suggestions because we 

deemed them not necessary, would be potential problems, or would not improve library 

services. 

 

Some specific actions the library took as a result of patrons’ comments include: 

  

Building:  The building renovation is still on a lot of people’s minds, though the comments have 

begun to trend towards specific issues or comments with the library’s facility.  A good 

percentage of these comments have been reasonable requests, such as asking for additional 

whiteboards for two Kid’s Room study rooms, which we act on whenever in the best interest for 

the library. 

 

Catalog:  The Sirsi-Dynix catalog migration caused a number of issues for our patrons, due 

largely to SWAN and Sirsi issues and limitations that were outside the library’s control. Staff 



reported issues in a timely manner to SWAN and have continued to work with SWAN to have 

problems solved.     

 

Staff:  Patrons have been responding very well to staff customer service, thanks in no small part 

to the new Customer Service Values Statement.  Patrons have been shown to take customer 

service very seriously, and we strive to maintain their high opinion of our staff.  Follow-ups and 

reminders of our values helps maintain our high level of support. 

 

Collection Development:  Patrons have used the comment form to request collection materials.  

All relevant requests get forwarded to the appropriate staff member in charge of collection 

development for that type of resource. 

 

Computers, Website & Technology:  Patron input is highly valued in developing our technology 

strategy.  Patron comments help us decide where to dedicate resources. We upgraded our wifi 

and bandwidth after requests for more stable and faster service. We added Drop Down menus 

on our website due to patron requests. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Method 

To analyze the “How Did We Do?” comment forms, we examined the 113 submissions from July 

2015 through January 2016 that were received written on the updated half-sheet “How Did We 

Do” form or sent via the “Feedback” link on the library’s website.  

 

To organize the raw data, a spreadsheet was created to visualize certain aspects of the 

submissions (labelled Format, Submission, Tone, and Subject) and summarize the content. A 

link to the spreadsheet is available at the end of this document. 

 

Definitions 

Format distinguished between paper or online submission of the “How Did We Do?” form.  

 

Submission indicated if the form was signed or unsigned. To be considered signed first and last 

name had to have been included at minimum. If it was anonymous, only included a first name, 

or if the signature was illegible, we marked the submission as unsigned. 

 

Tone differentiated between positive, negative, or neutral submissions. This category was a 

touch more subjective. To determine tone, we paid attention to the language used and 

attempted to listen to the comment as a whole. If the submission used any language that 

expressed dissatisfaction, it was marked as negative. Submissions were labelled as neutral if it 

did not include any language that indicated satisfaction or dissatisfaction, which did end up 

being the majority of submissions.  

 

Subject categorized the topic of the submission.The categories we included were: staff, catalog, 

collection, computers, policy, building, events, website, instructional, and outside. Some 

received tallies in multiple categories if we found fit (for example, the suggestion to “enforce no 

eating or drinking in computer area” was categorized under both building and policies). The 

following is a summary for each category: 

● Staff: complimenting DGPL staff in general or specific people.  

● Catalog: comments relating to Enterprise--how things are displayed, account features, 

placing holds, searching, etc.   

● Collection: included acquisition of materials, material displays, organization of materials 

on shelves, and cataloging comments.   

● Computers: included comments not only about public computers, but anything related to 

non-circulation related equipment: wi-fi issues, mobile app, 3D printer, etc.   

● Policies: covered code of conduct and submissions relating to Circulation policies: holds, 

renewals, account changes, etc.   

● Building: this category received the majority of comments. General comments about the 

renovation fell under this category, as did comments about the furniture, library 

equipment, signage, and study rooms.   

● Events: category included any feedback about programs we’ve put on or suggestions 

about programming the library should do.   



● Website:  related to DGPL’s online presence exclusive from the catalog.   

● Instructional: Patrons asking for help in how to perform a library-related task, such as 

renewing a book. Note that all Instructional submissions are neutral since they were 

requesting assistance and not commenting on a library service. 

● Outside:  category included comments related to the exterior of the building. This was 

limited to one submission about parking.   

 

Some submissions were too vague to categorize; there were a few that just said “library is 

great” or “library is wonderful.” For these, we did not mark any categories. 

 

We limited the comment section for each submission to one phrase. A few had multiple 

suggestions for some things the library already does. To save space in the limited comment 

section, we did not include suggestions for things we already do and focused on the other part 

of their submission. 

 

In addition, we also logged responses given to patrons by staff. We assessed both the delivery 

format (Email, Phone Call, Print, In Person, No Response Indicated, No Contact 

Available/Anonymous) and the general nature of the response. 

 

Categorizing the delivery format was fairly straightforward. We logged formats as they were 

indicated on the form by staff. Some forms did not have the correspondence attached or notes 

about a response, and those were categorized as “No Response Indicated.” Forms that were 

submitted anonymously or where the patron did not provide a phone number, email, or address 

were categorized as “No Contact Available/Anonymous.” 

 

We also categorized the nature of the response: 

● Already Do: When a comment was made about how wonderful a staff member or the 

library is (i.e. we already use customer service values that results in wonderful staff), and 

if the patrons is asking for or commenting on something the library already does. 

● Gave Instruction or Book a Tech: When the patron had a problem that we responded 

with instructions on how to do it or suggested Book a Tech to the patron. 

● Done as Result of Suggestion: When we did/changed something to do what the patron 

wanted us to do. 

● We're Investigating: When we decided to investigate what was asked and it has not yet 

been decided what we might or might not do. 

● Can't Do: When the patron asked for something we can't do because of vendor 

restrictions (SWAN, 3M, etc) or things not under our control (parking.) 

 



 

 

 

March 23, 2016 

 

 

Friends of the Library of Downers Grove 

c/o Ms. Joann J. Hansen 

19 Seventeenth Street 

Downers Grove, IL 60515 

 

 

Dear Friends of the Library, 

 

On behalf of the Board of Trustees of the Downers Grove 

Public Library, I am writing to thank you and to express the 

Board’s sincere appreciation for the faithful, continuing support 

that you provide to the Library. 

 

Your recent gift of $6000, raised from your successful book sale 

and membership recruitment efforts, has enhanced the Library’s 

services in a variety of ways. You have provided sponsorship of 

the ever-important Summer Reading Program, purchased early 

learning materials and equipment for the Kids Room, and 

purchased large-screen monitors for two conference and study 

rooms. These enhancements have strengthened the Library’s 

services in especially important areas. We are most grateful. 

 

In addition, the Library Board takes special note of the 

extraordinary service and commitment of your President, Joann 

(Joni) Hansen. For many years, Ms. Hansen’s cheerful presence 

and enthusiasm have provided great encouragement and support 

to all of us. Her frequent presence at Board meetings reminds us 

of the valuable work you do. We extend our thanks. 

 

With best wishes, 

 

 

 

Wendee Greene 

President 

Board of Trustees 

 



DOWNERS GROVE PUBLIC LIBRARY 

BOARD OF TRUSTEES 

MARCH 23, 2016 

 

AGENDA ITEM 10 

 

REPORT OF THE DIRECTOR 

 

a. Food for Fines.  The 2016 Food for Fines program will run from April 30 through May 8.  

In lieu of monetary payment for fines, Library borrowers may donate non-perishable food 

items. Each item will count as $1.00 in payment of fines. Certain limits will apply, but 

the program will be quite flexible. 

The donated food items will be given to the FISH Pantry, located in Downers Grove. 

In 2015, the Food for Fines program collected 782 pounds of food, in lieu of $584.25 in 

fine revenue foregone. 

b. Lynda.com.  Recently a Library customer informed a staff member that the Library was 

saving him “about $50 per month” in database subscription costs by making Lynda.com 

available to him without charge. This conversation resulted in some further investigation 

into the costs and benefits of this service, with the following findings: 

Lynda.com is a popular on-line software training service. It offers unlimited access to a 

variety of courses at all levels, expert teachers, excellent support materials, and a very 

customer-friendly set of tools. In addition to many software courses, it includes courses 

on marketing, communications, and other business topics. 

Individual subscriptions to Lynda.com range from $19.99 to $34.99 per month. In 2015, 

the Library paid $464.42 per month for a license that offers virtually unlimited access to 

Downers Grove cardholders.   

Customers can access the database from home, use a computer, tablet, or other mobile 

device, and create an account that allows tracking of progress and course completion 

certification. In 2015 there were 5,529 video viewings, or 295 hours of instructional time 

with an average log-in time of 19 minutes, and 26 courses completed. 

c. February Circulation Statistics.  Growth in all service areas continues. 

d. Recent Media Coverage.  Attached. 

e. Hail and Farewell.  Working for the Downers Grove Public Library has been a great 

honor and a great pleasure. I am very grateful for the opportunity and the experience.  

Many thanks! 

 

 

















DOWNERS GROVE PUBLIC LIBRARY 

BOARD OF TRUSTEES 

MARCH 23, 2016 

 

AGENDA ITEM 10 

REPORT OF THE DIRECTOR 

ADDITIONAL ITEMS 

 

I. Acoustical Panel Project Change Order. 

On March 22, Library staff discovered that a significant item had been omitted from the scope of 

the acoustical panel project. The east wall of the Quiet Study Room on the second floor was 

inadvertently left out. 

Staff have requested that Shales McNutt Construction submit a proposed change order, including 

pricing. This proposal will allow the Library Board to consider the change on April 27, before 

work on the project begins. Early attention should minimize any premium. 

The total approved cost of the lighting and acoustical projects is $106,489.00. Of this amount, 

$7,500 is for architectural fees, which have already been paid.  This brings the cost to $98,989. 

Funds available for the project are as follows: 

5315 Professional Services  $ 14,000 

5630 Contingency   $ 20,000 

5870 Capital Equipment            $100,000 

Total               $134,000 

Unless the pricing of the change order is extremely high, the Library has sufficient funds 

available to support its inclusion. 

II. Tentative Tax Rates and Tax Extensions.  The DuPage County Clerk has informed the 

Library of these figures.  The one notable figure is the reduced rate and levy for the Bond and 

Interest fund, representing the final payment on the Library’s 1997 General Obligation bonds. 

III. Public Library Association Presentation.  On April 8, at the Public Library Association 

conference in Denver, Teen Services Librarian Lynette Pitrak and IT Manager Dale Galiniak will 

present a report on View from the Director’s Chair.  This successful film-making training 

program for high school students was completed in 2015.  As many libraries are interested in the 

development of media education and media production, this national conference session will 

showcase the Downers Grove Public Library’s Media Lab work. 
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