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Columbus, OH

» 15t Jargest city in United States
» Population: 849,067
» College students: 136,000

» 21% of population below poverty




Columbus Metropolitan Library

2016 Stats
Cardholders 627,000
User Visits 5.3 Million
Circulation 16.1 Million

eBook Downloads 1.6 Million

Web Visits 9.0 Million

Computer Sessions 1.8 Million




PROMOTES CORGANIZATION-WIDE EXECUTION

CML Organization Chart ‘ WHILE FOCUSIMNG ON THE CUSTOMER
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Why Do Libraries Have
Overdue Fines?
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Fine History at CML

1992:

» Doubled fines
» $.05 to $.10

» New check out limits




Fine Revenue in 2000

$2,000,000




2003:

» Read Off Fines Program
- 459% of kids under 12 had blocked cards
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2007
~ Doubled fines...again
$.10t0 $.20
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2012:
» Daily and maximum fines reduced




The Fine Facts

» 204,234 blocked cards




Listening to the Customer

eady~Read

You Are Your Child’s First Teacher




Transitioning to Fine Free




2014

» Kids Cards
- Exempt from fines
- Always able to check out 5 books




2014

» Auto-renewal implemented




Fine Free for All in 2017




Fines & Fees Revenue

52 500,000

m Actual Revenue

52,000,000

$2M $2M
$1.500,000 $1.5M
51,000,000
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Long Overdue

Why public libraries are finally eliminating the
late-return fine.

By Ruth Graham Slate




New Building Design Principles
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FleXibility
» Iconic Design
Technology
Innovative Programming
> Customer Experience
Young Minds
Showcase Our Collection




Front Plaza - before
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Main Library - after




Atrium - before




©
-
-
©
&
=
—
<




Reading Room - before
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Reading Room - after




Rear Plaza - before




after
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A Sunday Afternoon on the
Island of La Grande Jatte




Topilary Park
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HARLEY MANNING
KERRY BODINE

RSt anc

THE POWER of

PUTTING CUSTOMERS
at the CENTER of
YOUR BUSINESS




Customer First Philosophy

Customer
First

COLUMBUS
METROPOLITAN
LIBRARY
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Atlantic

Not Your Mother's Library

How Columbus, Ohio, is building community spaces for the 21st century
DEBORAH FALLOWS | OCT 6 2014, 12:11 PM ET

Driving Park public library, Columbus, Ohio; opened July 2014 (NBBJ/Matthew Carbone)
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