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Why we did this

User-Centred Design Customer Service Inhovation

Based on information- Efficiencies for staff help Everything is open to
seeking behaviour. support growth. improvement.



Outcomes

Health
& Wellness

Customer Feedback Material Handling Added Bonuses
100% found what they were looking for ~ 4.7X faster shelving Collaboration with vendor.
96% said it was easy to use 3.7X faster retrieval Ministry Award for Innovation

Culture of Innovation



How It Works




The Classification
System

Adult & Children

Haalth & Wallneis

Mew Age & Parancrmal

Litestyle & Famiky
Home & Ganden
Business B Firance
Computars

Faod & Drink
Crafni B Hobbiss

Sporis & Games

Care, Bikas & Boats
Traswad

Humicur

Bhography

True Crime

Facts & Trivia

Langusges & Leaming
Philosaphy & Spirituality

Hiistary

Social st

Selence & MNabeie

Hiawy 1T Woalii
The frts

Litaratura

Mined B Body

Ghasls & Other Spocky Suil
Hame, Famlly & Daily Life
Homs, Family & Daily Lite
People st Work

Comgputars

Home, Family & Dally Life
Crafrs & Hobbies

Sports, Games & Other Fun
Sitaaf

Things That Go

Lands & Peoples

Sports, Gamas & Othar Fun
Sttt

What A& Life!

Sorial Studies

Facts & Trivia

Languages & Learning
Roeligion

Lat's Colabrato

Lamdy & Peopled
Ancient & Medieval Times
Legends & Fairy Tales
Social $tudies

Sclenoe & Nabure

Space: The Final Frontier
DD saurs

Anmials

Hawy |t Wharkd

The Arts

Litera b




Built for
Browsing

Simplified Call

Numbers
All call numbers 4-digits only

Plain Language Subject
Headings

Based on customers’ use patterns



Simplified Call Numbers for Easy Retrieval:

9436 VS. 782421660922 CLASH
Music — Genres & Styles -
CLASH )

Subject Labels for Easy Shelving:
B
The Arts B
AR






Changes so far

Managing Digitization Addressing Systemic Bias
Growth in digital resources meant we Confronting bias in Lands & People,
no longer needed some separate New Age & Paranormal

physical collections like Cars, Bikes

& Boats

Changing Subject Knowledge

How It Works no longer made sense
based on advances in subject area.



Decolonizing Collections Diversity Audit

C h a n ges tO Expanding categories Addressing inclusion &

related to Indigenous equity in our collections.

CO m e issues & Knowledge




Thank you.

Andrea Cecchetto
Director, Service Excellence
acecch@markham.library.on.ca
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