John Cotton Dana Library Public Relations Award

Narrative – Arlington Public Library

Needs Assessment and Planning (35%):
The Arlington Public Library System, with a mission to open doors to a world of ideas, information, and imagination, thereby
enhancing the economic, social, and cultural vitality of our diverse community, consists of the Central Library, six branch
libraries, and a growing number of LibraryLiNK locations (library service points in non-library facilities, including 7 elementary
schools, a YMCA, and the Elzie Odom Athletic Center). It is a well loved and well used organization. In FY11, 2,333,631
items were loaned to 161,450 cardholders and 75,965 people attended programs for adults and children.
Located between Dallas and Fort Worth, Arlington encompasses nearly 100 square miles and is home to 365,438 people. Of
those, 45% are White, 18% are Black, 7% are Asian, and 27% are Hispanic. Arlington is home to two K-12 school districts, a
community college campus (TCC) with an enrollment of 15,000 and the University of Texas at Arlington (UTA), an active
research-oriented university with an enrollment of over 30,000.
In October 2010, Arlington Public Library staff began planning a volunteer recruitment campaign. Campaign goals were to:
 Enhance public awareness of volunteer opportunities within the library system.
 Improve the volunteer “experience” by creating structured jobs that would appeal to the many reasons why
volunteers choose to serve.
 Increase the number of volunteer hours utilized to provide library service.
 Recognize and express appreciation to volunteers so that they feel like valued members of the library “team”
Prior to this, volunteer opportunities were not marketed very prominently and many citizens expressed confusion on how they
could volunteer for the library, even though volunteer opportunities were advertised on the City of Arlington’s main volunteer
recruitment page. In addition, it was felt that volunteers were not being used as effectively as they could be to accomplish
meaningful work and because of this, retention was low.
In order to create a plan, library staff studied other public library volunteer programs, as well as the volunteer programs offered
by other nonprofit organizations to learn best practices. The programs that we learned from were ones that marketed their
opportunities prominently, made it easy for volunteers to choose what they would be doing and provided clear instructions on
how to sign up.
Library staff involved in this initiative included the Library Director, the Division Manager for Operations and Facilities, the
Library Business Manager, the 7 Public Service Coordinators (one for each building), and a Customer Service Librarian who
had a strong interest in volunteer coordination and support. In addition, the initiative utilized the very first “Creative
Consultant” (one of the new volunteer job categories) to create the “brand” for the volunteer campaign. The project was
funded from our existing printing/publications budget, with the addition of in-kind and volunteer contributions.
Volunteer Campaign Budget:
Staff time – 120 hours planning (Customer Service Librarian & PSCs) @30.04/hr
Staff time – 3.5 hours printing (set up, ordering, and distributing) at $37.50/hour
(Library Business Mgr)
Staff time – 15 hrs web page/social media at $30.04/hr
Consultant – 80 hours of pro bono graphic design work @$40/hour
Booklets and bookmarks
Posters, printed and mounted
Volunteer2 software (Library’s portion)
TOTAL

$3,604.80
$131.25
$450.60
3,200.00
1,342.27
371.25
1,295.00
$10,395.17
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Implementation and Creativity (35%)

Between October 2010 and March 2011, library staff completed the planning process with the intention of kicking off the
campaign during National Volunteer Week in April 2011 at the City’s first ever volunteer recruitment fair and volunteer
recognition event. We created job descriptions to appeal to a variety of people with differing needs. We wanted there to be
something for everyone, and we hoped the variety would help volunteers from getting burned out.
In order to brand it in a unique and appealing manner, we created a theme for our volunteer program (Become a Part of Our
Story: Volunteer!), gave the job descriptions fun names, and turned each position into a character:















Actor – wear the READ (bookworm, our mascot) costume and attend community events
Book Doctor – diagnose, treat, and prescribe preventative care to wounded books in our collection
Book Wrangler – improve customer and staff experiences at the library by ensuring their desired materials are in the
right spot when they need them
Central Library Concierge – enhance the customer service offered to new library users by making visitors feel
welcome and providing directions and assistance
Creative Consultant – help create aesthetically pleasing flyers, posters, and displays
Cyber Coach – teach classes in a computer lab, give presentations on new social media and technology trends,
provide one on one help to patrons using the Library’s public computer centers, or create guides for computer users
Heritage Sleuth – assist customers with genealogical quests and local history projects
Library Ambassador – attend community events and network with community leaders and organizations to spread
the word about the library
Library Secret Shopper – identify the library’s strengths and weaknesses in customer service by evaluating your
online, phone, and in person experiences
Literacy Tutor – lead tutoring sessions, conversation circles, homework help for 1st-3rd grade and support adults
enrolled in our literacy programs
Media Caregiver – preserve media materials using a disc cleaning machine to insure each item is in working order
Multicultural Consultant – assist us in translating our oral and written communications
Storytime Guide – encourage childhood literacy and inspire kids to read by imagining, creating, coordinating, and
facilitating quality children’s programming

The following materials were utilized and distributed as part of the campaign.
 Large (18 X24) posters in each library location in English and Spanish
 Volunteer booklets which explained each volunteer job & bookmarks advertising orientation sessions.
 Constant Contact emails sent to over 30,000 email addresses in our customer database.
 Digital signs throughout the library system displayed a branded slide advertising various opportunities.
 The web page was revised with the new volunteer brand & Facebook & Twitter were utilized.
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At the beginning of the campaign, the decision was made to restructure the recruitment process and instead of
having volunteers sign up first, get their background check completed and THEN attend orientation, we changed to a
process where anyone interested in volunteering was asked to attend orientation FIRST to learn about the various
volunteer opportunities. From April 2001 through September 2011, general orientation sessions were held at all
seven Arlington Library locations. Library staff collected interest forms from the participants at the orientation
sessions, submitted their application for a background check and then contacted them later for specific placement.
During this period, the City of Arlington’s efforts to obtain a new volunteer management system were spearheaded by
library staff, in concert with Workforce Services staff. The Volunteer2 software was installed in October 2011 and is
now being used by all city departments. Once the Volunteer2 software went live, people were able to indicate their
interests and sign up to volunteer online so general orientation sessions were no longer thought to be needed. The
volunteer can view the orientation slides and indicate their volunteer position preferences online. Their background
check is completed and a library staff person from their nearest branch contacts them for placement. Once placed,
the volunteer receives an orientation for the specific job he/she will be filling.
Evaluation (30%):
Our campaign has definitely had an impact on our organization. The following quantitative measures were realized:
 From June 2010 through December 2010, the Library utilized 6,163 volunteer hours. After we implemented
our campaign, from June 2011 through December 2011, 13,123 hours were utilized, an increase of 112%.
 From April 2011 through Sept., 365 potential volunteers took note of our campaign and attended an
orientation session
 Currently we have a corps of 261 active volunteers. In March 2011 when the campaign began, we estimate
we had 135 volunteers (this number is not exact since our record keeping for volunteers was entirely paperbased at that time).
From a qualitative perspective, there has been a significant, positive change in the type of work our volunteers are
providing. With written job descriptions and well thought-out activities, meaningful work is being done. We especially
have an active group of Cyber Coach volunteers who teach computer classes, assist in our Youth Technology
Centers and implement our “Gotta Gadget” electronic device demonstration programs and gadget “petting zoo.”
Some of the lesson learned from this campaign:
 Find out what parts of the campaign were most effective and repeat them. The majority of volunteers
recruited indicated they found out about the opportunity through the Library’s electronic newsletter.
Because of that, sending out quarterly “Become Part of Our Story—Volunteer!” emails is essential.


Ensure that adequate structure is in place to handle the demand generated from a effective
campaign. Unfortunately, in the middle of the campaign, our Workforce Services Dept. suffered from staff
shortages that slowed down the processing of new applications and background checks. It was necessary
for library staff to constantly monitor this process and the Customer Service Librarian was finally allowed to
assist with this process to ensure that Library applications were processed in a timely manner.



Temper your expectations on what success looks like. Because of how appealing we were able to
make our volunteer opportunities and how easy it was to apply, recruitment dramatically increased
(especially since we began using Volunteer2) but we were disappointed that many who applied didn’t follow
through with volunteering. We learned in comparing notes with other volunteer organizations that this is
actually fairly typical. As a result, we may go back to putting some structure in place that requires
volunteers to show up for an orientation session prior to processing their application and welcoming them
onboard. In this way, hopefully we’ll only get the truly committed.
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Arlington Public Library volunteer opportunities were not being marketed in an appealing, prominent
manner and retention was low so in FY11, a campaign was initiated to recruit volunteers. A branding
scheme was developed that included job descriptions to appeal to a variety of people with differing talents
and needs. The theme was: Become a Part of Our Story: Volunteer! – and the job descriptions were given
fun titles (Book Wrangler, Library Concierge, Creative Consultant, etc), and turned into a character.
Between June and December 2011, volunteers contributed 13,123 hours, a 113% increase over the same
period in 2010.
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How do I become a volunteer?

#1
#2
#3
#4

Attend a Library Orientation Session and fill out the necessary
applications.
A background check will be conducted on applicants for most
positions, and can take up to two weeks.
Once your application has been approved, a library staff person
will call you to schedule an interview.
Start training and become part of the library story!

Contact your preferred location if you have questions.

Get Started
Is volunteering at the library right for you? Let us answer any questions
you may have. Please return this interest form to a staff member. A
volunteer team member will contact you to provide more information
and invite you to an orientation session.
First and last name (or group & group contact name):
________________________________________________________
Position(s) or project(s) you’re interested in:
________________________________________________________
Preferred location(s):
________________________________________________________
Email address:
________________________________________________________

Which Character Are You?
Look Inside to Find Out...

Phone number:
________________________________________________________

Fill out the Get Started form on the
back or see our website for details.

Best way and time to contact you:
________________________________________________________

Arlington
Public Library

www.arlingtonlibrary.org/volunteer

Front Cover - Inside page

Do you know of a group that would like to help make Arlington a great
place to live? We have volunteer opportunities for individuals AND for
groups (families, service clubs, church groups, etc).
Please fill out the Get Started form on the back and we’ll be in touch!

Back Cover - Inside page
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Short on time? You can still help!
The Library has two support organizations that appreciate your donations of books and other library materials or your financial contributions.

Friends of the Arlington
Public Library (www.fapl.org)
FAPL members work together to provide two book sales for the
community each year and appreciate donations of used books and
audiovisual items that are in good condition (please see their website
for further guidance on the type of materials accepted). In addition,
they offer two Book and Author Luncheons each year that feature local
authors. Visit the Friends at www.fapl.org and become a Friend today!

The Library Story
Arlington Public Library Foundation
(www.apl-foundation.org)
The APLF provides a source of financial assistance to the Library through
the solicitation of tax deductible contributions. Their goal is to provide
an outstanding library for the people of Arlington. Donate online at:
www.apl-foundation.org

Live. Learn. Connect. Grow. Don’t you want to be part of that? No
matter what you’re best at there is something you can do. Whether
you have the attention to detail of a Book Wrangler, the welcoming
persona of a Central Library Concierge, the imagination of a Creative
Consultant, or the technical brilliance of a Cyber Coach, you can
help. Check out the various opportunities listed inside and attend a
Volunteer Orientation Session to learn more.
Fill out the Get Started form on the back of this booklet and return
it to a library staff member today.
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Locations
Central Library
101 E. Abram St.
Phone: 817-459-6900
East Arlington
Branch Library
1624 New York Ave.
Phone: 817-275-3321

Teen Volunteer Corps. TVC is made up of groups of teens who love
helping their library and community. Each TVC group meets at their
local library, plans events, gives suggestions for books and media to
purchase, and puts hard work into worthwhile service projects. There are
multiple meetings at various library locations each month so check the
Arlington Public Library’s online calendar for dates and times. Volunteer
hours can be earned for school, scholarships or college resumes. TVC is
for teens in grades 7-12.

Lake Arlington
Branch Library
4000 W. Green Oaks Blvd.
Phone: 817-478-3762
Northeast Branch
Library
1905 Brown Blvd.
Phone: 817-277-5573

Southeast Branch
Library
900 S.E. Green Oaks Blvd.
Phone: 817-459-6395
Southwest Branch
Library
3311 S.W. Green Oaks Blvd.
Phone: 817-459-6386
Woodland West
Branch Library
2837 W. Park Row Dr.
Phone: 817-277-5265
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Multicultural Consultant. Hello! Hola! Châo
Cô! The Arlington Public Library would like
to be able to communicate with all of our
library patrons! Help us break language
barriers by assisting us in translating our
oral and written communications.

Library Ambassador. The Arlington Public Library loves to get
people excited about reading, literacy, and growing our community.
We attend community events, plan programs, and network with
community leaders and organizations to spread the word about
the library. As a Library Ambassador, you would work side by side
with library staff to help enhance the community by implementing
programs and reaching out to the Arlington community.
Arlington Reads Literacy Tutor. We are looking for students,
professionals and residents in the Arlington area to lead tutoring
sessions and conversation circles; offer homework help for 1st-3rd
graders, and support adults enrolled in our literacy programs.

Central Library Concierge. The Central
Library is the first stop for many new
residents and visitors to Arlington. Since
it’s a three story building, it isn’t always
readily apparent to new users where
to go to locate needed resources. As a
Central Library Concierge you’ll enhance
the customer service offered to library
users by providing them with directions
and assistance as needed. In many cases,
a welcoming smile is all it takes to make a
new library user want to come back again
and again!
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Secret Shopper. The Arlington
Public Library is always interested in
improving our customer service to all
patrons. As a Library Secret Shopper,
you will identify our strengths and
weaknesses in customer service by
evaluating your online, phone, and in
person experiences.
Storytime Guide. If you can read, you can do ANYTHING! That is the
message Arlington Public Library wants to send out to children through
their story times, puppet programs, summer reading program, and other
activities. As a Storytime Guide, you would encourage childhood literacy
and inspire kids to read by imagining, creating and facilitating quality
children’s programming, in coordination with our professional library staff.
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Book Doctor. The Arlington Public Library has an excellent selection of
materials that help the Arlington community live, learn, connect, and
grow. Many of our high demand items need a little TLC to remain in our
collection. As a Book Doctor, you would diagnose, treat, and prescribe
preventative care to wounded books in our collection. This position is
available at all seven locations.
Media Caregiver. The Arlington Public Library has an excellent selection
of audiovisual materials including music cds, audiobooks, and movies.
These materials are in high demand in our community, so we need
your help to keep them in tip top shape! As a media caregiver, you will
preserve media materials using a disc cleaning machine to ensure each
item is in good working order. This position is available at the Central
Library only.
Cyber Coach. The Arlington Public
Library is often the first stop for
many who want to learn how to use
information technology effectively.
Whether they want to hop on the next
social networking bandwagon, try out
a new gadget, send or receive family
pictures, or apply for a job online,
patrons often rely on a Cyber Coach
to help them connect.
Creative Consultant. Do you have
a good eye for design? Are you a
grammarian? A photographer with
a great eye? Help us whip library
publications and displays into shape!
As a creative consultant, you would
help create aesthetically pleasing flyers,
posters, and displays that would help
create interest in library materials,
services, and events. These artistic
masterpieces will grab the attention
of many! Creative consultants can
work from home provided they have
a computer with internet access and
Microsoft Office software (including
Publisher).
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Actor. Are you a bookworm? Prove it by volunteering to serve
as our library mascot, Read! Read loves to go out to elementary
and middle schools, community events, and library programs to
share his love of books and inspire kids to read.
Book Wrangler. The Arlington Public Library has a vast
collection of books, cds, dvds, audiobooks, and other materials
that help the community live, learn, connect, and grow. Many
of these items need to be put back on the shelves so others
can find and enjoy them! As a book wrangler, you will improve
customer and staff experiences at the library by ensuring their
desired materials are in the right spot when they need them.
This position is available at all seven of our locations.
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Which Character are You?
Attend a Volunteer Orientation
Session to Find Out.
Pick up a copy of the Volunteer Orientation Schedule at
a Customer Service Desk or see our website for dates.

Arlington
Public Library
Live, Learn, Connect, Grow

Arlington, Texas

www.arlingtonlibrary.org/volunteer

