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Part One – Literature Review 
 
 
Introduction 
 
 

The latest figures from the U.S. Census Bureau indicate that the Hispanic 

population of Deschutes County, in Central Oregon, represents more than five 

percent of the total population. In real numbers, the local Latino community 

doubled in size between the years 2000 and 2006 and now includes more than 

8,000 persons (“Deschutes County, Oregon – QuickFacts”).  

The Deschutes Public Library is conscious of this growth. The library 

formed a Hispanic Services Project Team and is in the final stages of planning its 

five-year services strategy (“¡Bienvenidos!”). Several other states and local 

libraries have embarked upon Latino services projects over the last decade. The 

following sections offer a review of the planning, marketing, and assessment 

strategies from those prior projects and the related literature. 

 

Planning 
 
 
 Planning of library services received the greatest attention in the selected 

articles. Most of the authors agreed on the methods for planning library services; 
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they recommended that the traditional surveys (Villagrán 225), focus groups 

(Ocón 184), and demographic studies (Driver and Wall 59) be included in the 

needs assessment phase of planning. Several went further and included 

strategies specific to planning services for the Latino community; they highlighted 

the importance of adequate Latino resource development and bilingual staffing 

before marketing (Ford and Stephens 9; Gross, et al. 32; Naylor and Frey 3). All 

underscored the importance of general library staff awareness, inclusion, and 

buy-in for a successful program. 

 In his article, “Effective Outreach Strategies to the Latino Community: A 

Paradigm for Public Libraries,” Ben Ocón provided a general overview of the 

planning process. He advised that the key is “knowing the Latino community and 

knowing it well” (184). This requires statistics, as well as anecdotal evidence on 

the size and composition of the population. Yolanda Cuesta, in her presentation 

for the North Carolina State Library on designing Latino services, provided an 

additional comprehensive view of the planning process. She highlighted the 

foundational questions that have to be answered as part of an effective strategy, 

including, “Have you done an internal assessment of what you have to offer this 

target group” (6)?  

 Other authors picked up the idea of early self-assessment as part of the 

planning process as well. In their review of Indiana’s Latino services planning, 

Shelly Naylor and Susan Frey, asked, “How familiar is staff with community 

resources to the Latinos? Such questions underscore how important it is to 

prepare staff before marketing services or planning programs” (5). The 
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importance of general staff awareness was highlighted effectively by the 

following passage in Beth Bala and Denice Adkins’s assessment of Latino needs 

in Dunklin County, Missouri: 

In addition to medical services, the clinic [Southeast Missouri 

Health Network] offers interpretation services, a monthly 

legal assistance clinic, social activities, and serves as a 

clearinghouse for referrals to other agencies and 

organizations. If a Latino has a question that neighbors and 

friends can't help with, the next call would probably be to the 

clinic. The library isn't viewed as a place that welcomes 

Latinos because there are no resources for non-English 

speakers … (121). 

Beth Dempsey, in her analysis of library outreach programs to at-risk Latina 

youth, echoed this need for greater incorporation during the planning of services: 

“Invite Latino youth, parents, schools, churches, and community-based 

organizations to participate in designing and implementing the program – from 

the very beginning” (39). 

 
Marketing 
 
 
 In the area of marketing, Cuesta and Ocón again provided the most 

detailed, comprehensive sets of strategies and recommendations. Cuesta 

provided a list of “key ethnic marketing tips” that included: 

• Be passionate about your personal commitment.  
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• Develop messages that support community and family values.  

• Ethnic marketing should be part of a year-round campaign.  

• Using a target audience’s own language is crucial.  

• You can’t just translate an ad; you must transcreate it.  

• The medium can be just as important as the message. Use 

Spanish-language newspapers, radio, and television stations 

(13). 

 
Several authors focused on technology marketing, both the service itself 

and using technology as a marketing tool. Bala and Adkins identified a perceived, 

not actual, barrier to library computer use at the Dunklin County Library that 

highlighted the importance of marketing: “Although a Spanish-language interface 

already existed on these Gates Foundation computers, this feature was not 

marketed to the population that would benefit most from it” (21). Villagrán and 

Ocón both noted the importance of providing Spanish translations for key Web 

site pages and event announcements. 

In her case study of Latino services at a rural Washington state library 

branch, Sharron Herring cited Sharon Chickering Moller’s observations on library 

services in many Latin American countries and their relationship to the 

importance of successful marketing efforts in American libraries: 

Her findings indicate a lack of adequate library services, 

which would in turn be an indicator that immigrants would 

not be accustomed to having access to a free library. 

Consequently, getting recent arrivals to use the library in 
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their new community entails educating them to the resources 

that may be found there (Herring 22). 

 
Assessment 
 
 
 Assessment of Latino library services was the topic given the sparsest 

attention in the selected works. However, a central theme of direct 

communication and observation during events was evident.  

 Cuesta provided an overview of the evaluation process. She advocated 

collecting both qualitative and quantitative results (15). In their summary of the 

Denver Public Library Latino Services Design, Barbara Gross, et al., stressed the 

importance of real-time evaluation – talking to participants, random samples – 

and adapting services to the results. Villagrán utilized exit surveys to collect 

demographics and an evaluation of her library’s Día de los Niños celebration 

(225). 

 
Conclusion 
 
 

An issue of invisibility seems to exist both ways between public libraries 

and their growing Latino communities (Naylor 2; Bala and Adkins 119). Many 

library professionals are aware of their Latino constituency, but unaware of the 

cultural differences that need to be recognized in planning for Latino services. 

Similarly, many Latinos are unaware of the role of public libraries in the American 

society. With careful planning, marketing, and assessment of services, visibility 

increases; outcomes and strategic goals can be achieved.  
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Part Two – Project Plan 

 
Introduction 
 
 

The Deschutes Public Library has developed the outreach services plan, 

¡Bienvenidos!, a Spanish Language Outreach Program that will benefit an 

estimated 4,000 – 8,000 Spanish speaking residents of Deschutes County, 

Oregon.  The goal of the service is to build and strengthen bridges between the 

library and the Latino community. 

 

Library Strategic Planning 
 
 

The mission of the library is to be, “a window to the world of reading, 

learning, and information…[and] getting the right information to the right person 

at the right time” (Deschutes Public Library).  

The DPL uses a Results Policies system for strategic planning. Two 

specific policies are addressed by this services plan: 

1. People of all ages acquire a love for reading and a desire for 

knowledge. 

A. Latino residents participate in programs designed to 

enhance their lives in Central Oregon through recognition 

of their cultural heritage. Resources relative to the size of 

the emerging population are assigned to achieve the 

desired result. 
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2. Residents obtain information on research and other topics using 

local and global resources. 

C. Latino Residents obtain information and use library 

resources in a supportive environment designed to assist 

transition to life in Central Oregon. Resources relative to 

the size of the emerging population are assigned to 

achieve the desired result (Deschutes Public Library, 

District Results Policy). 

  

User Needs Assessment 
 

 The Deschutes Public Library received a 2007 Library Services and 

Technology Act (LSTA) grant for the planning of a five-year Latino outreach 

strategy. Much of the grant was used to hire a part-time bilingual outreach 

assistant. The assistant worked with Josephine Caisse, the Outreach Services 

Manager, on communication, translation, and marketing during the information-

gathering phase of the planning process. They developed distributed surveys 

and hosted five focus groups between Fall 2007 and Spring 2008. 

Several stakeholders are involved in this project. The target audience is the 

Latino community of Central Oregon. Additional external stakeholders are the 

local schools, social service agencies, local and state government officials, and 

the media. Internal stakeholders include the library staff and Board. The service 

users are primarily the Latino community and library staff. The estimated demand 

is expected to be low at the beginning of the project. However, after marketing 
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efforts have begun, demand should increase, possibly to hundreds of unique 

users per month. 

The following user needs assessment was collected from sources in the 

literature review, as well as observations and surveys of library staff and the local 

Latino community (. It was modeled after Shaping Outcomes - Outcomes Based 

Planning and Evaluation (OBPE). The needs assessment is completed first; it is 

then used to develop strategies or solutions for goals that will result in the 

desired results (Shaping Outcomes). 

 

User Needs Assessment 
Wants, Deficits, Conditions 

The library wants to inform the Latino community, especially those who are new 
to the United States, about the role and services of the library in American 
culture (free information and lack of formal relationship with government, or INS 
specifically). 

Many library staff members lack the Spanish language skills to be able to 
communicate with their Spanish-speaking users. 

Latino residents need to be able to find information about the library: its 
collection, services, and layout of the physical library. 

The library wants to build a community of Latino library users and supporters. 

Latino users, in general, do not think of the library as one of the first places to 
stop for answers to questions (in contrast to clinics, churches, etc.). 

Latino users want programs that recognize their cultural interests and values; 
they want to learn and be entertained at engaging workshops and community 
events. 

Latino residents want to have a voice in decisions that affect their community. 

Latino users, especially new and migrant residents, need help making 
connections with services that extend beyond the scope of the library outreach. 
[Assumption: The library does not have the resources (financial or human) to 
offer a full range of transitional services. Some services fall outside the scope of 
the library mission and results policies.] 
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Relevant Literature 
 

The review of published literature provides many lessons for the library as 

it considers its outreach programming. Most of the authors included strategies 

specific to planning services for the Latino community; they highlighted the 

importance of adequate Latino resource development and bilingual staffing 

before marketing (Ford and Stephens 9; Gross, et al. 32; Naylor and Frey 3). 

Library staff awareness, inclusion, and buy-in was one of they key repeated 

factors for project success, as was the need for thorough self-assessment  

(Naylor and Frey 5; Bala and Adkins 121). 

 

Goals and Outcomes 
 

Although collection development is a large part of the core of any Latino 

outreach project, this specific plan will focus on the services aspect. The project 

will originally be focused in central Deschutes County (Bend and Redmond), but 

the library may choose to expand the project to Sisters and Jefferson County, if 

successful. 
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Goal 1 
Inform the Latino community, especially those who are new to the United 
States, about the role and services of the library in American culture (free 
information and lack of formal relationship with government, etc.). 

 
Strategies or Solutions (Activities and Services) 
Library information campaign targeted to the Latino community, in both 
language and culture. 

Outcome 1.1 
Latino community members demonstrate awareness of library services and 
resources by visiting the library for the first time. 

Outcome 1.2 
Latino community members request library cards and make repeat visits to 
the library. 

Outcome 1.3 
Latino community members ask both reference and resource questions at 
the library. 

Goal 2 
Create an accessible library, both physical and digital, that allows Spanish-
speaking users to find information about the library, its collection, services, and 
physical layout. 
 

Strategies or Solutions (Activities and Services) 
Library signage and Web Site updates (to provide more information in 
Spanish). 

Outcome 2.1  
Latino library users successfully navigate both the physical and digital library 
spaces. 

Goal 3 
Develop library staff with the Spanish language skills to communicate with 
Spanish-speaking users. 

 
Strategies or Solutions (Activities and Services) 
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Spanish language and pointing instruction for staff. 
Hiring of bilingual outreach staff. 

Outcome 3.1  
Library staff members communicate with and assist Latino library users in 
Spanish. 

Goal 4 
Develop a library program schedule that recognizes the educational needs, 
cultural interests, and values of the Latino community. 
 

Strategies or Solutions (Activities and Services) 
Hiring of bilingual outreach staff. 
Library programming, to include: 

• El diá de los niños/El día de los libros 
• Latino Heritage Month 
• Open Houses 
• Children’s Programs 
• Youth Programs 
• Technology Programs 

Outcome 4.1 
Latino users increase their English language skills, basic technology skills 
and information-seeking skills that allow them to communicate and access 
information, both in person and electronically. 

Outcome 4.2 
Latino users celebrate and share their culture and heritage at the library 
through regular and special programs. 

Goal 5 
Build, embrace, and involve a community of Latino library users and supporters. 
 

Strategies or Solutions (Activities and Services) 
Hiring of bilingual outreach staff. 
Recruitment of Latino volunteers. 
Library staff attendance at Community Programs.  
Sponsorship of exhibits at Latino community events. 
Creation of Latino Advisory Council. 
Development of leadership within the Advisory Council that may lead to 
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Goal 5 
Build, embrace, and involve a community of Latino library users and supporters. 
 

Strategies or Solutions (Activities and Services) 
Hiring of bilingual outreach staff. 
Recruitment of Latino volunteers. 
Library staff attendance at Community Programs.  
Sponsorship of exhibits at Latino community events. 
Creation of Latino Advisory Council. 
Development of leadership within the Advisory Council that may lead to 

future Board involvement. 

Outcome 5.1 
Latino users incorporate the library into their regular schedule of activities; 
they visit consistently, not only for Latino programs or services, but also for 
library programs and services. 

Outcome 5.2 
Latino residents expand their social fabric to include the library as indicated 
by increased participation in forums, advisory councils, and library 
leadership. 

Goal 6 
Organize and contribute to an informal network of social service agencies that 
assist new and migrant Latino community members with transitional issues. 
Create an information portal for communication among and about that network. 
 

Strategies or Solutions (Activities and Services) 
Collaboration with other agencies.  
Involvement with regional roundtable groups or alliances. 
Creation of resource database and links page on Web Site. 

 

Outcome 6.1  
Library staff members increase their awareness of social services and 
agencies serving the Latino community; they develop contacts and 
connections and share them with other staff, agencies, and the Latino 
community. 

Outcome 6.2 
Latino library users bring new Latino community members to the library for 
basic help with transitional questions and issues. 
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Budget and Responsible Parties 
 
 
 The proposed budget for the program is under $50,000 the initial year’s 

expenses. Over half of the total is dedicated to the salary and benefits of the 

newly hired bilingual outreach assistant and a portion of the outreach manager’s 

salary. Only the signage updates are one-time expenses. All others should be 

considered recurring expenses. 

 
Table 2.1 - Budget 

Solution 
Activities & Services 

Resource Type 
Personnel or Operations 

Budget Amount 
One Year Estimate 

Personnel 
(Outreach Mgr, 25 hrs.) 
 
Concept Creation and 
Collaboration with 
Graphic Artist  

$1,000.00 
(salary and benefits) 

Operations 
(Graphic Artist) 
 
Marketing Contract for 
Creation of Logo and 
Theme 

$2,000.00 

Library Information 
Campaign 
 
(Goal 1) 

Operations 
(Advertising) 
 
Print & Broadcast Ads 
Flyers and Brochures 
Promotional Items 

$5,000.00 
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Table 2.1, continued - Budget 

Solution 
Activities & Services 

Resource Type 
Personnel or Operations 

Budget Amount 
One Year Estimate 

Personnel 
(Web Manager) 
 
Web Site Additions and 

Translations 

$1,000.00 
(salary and benefits) 

Library Signage and 
Web Site Upgrades 
 
(Goal 2) 

Operations 
(Signage) 
 
Information Signs 
Dewey Signs (Aisles) 

$500.00 

Spanish Language 
Instruction 
(Goal 3) 

(note: this service is 
provided as part of a 
state-wide opportunity) 

N/A 

Personnel 
(Outreach Assistant) 
0.75 FTE 
 
Outreach Activities 
Community Events 

$23,500.00 
(salary and benefits) 

Personnel 
(Outreach Manager) 
0.10 FTE 
 
Training of Bilingual 

Staff Assistant 
Oversight of Outreach 

Activities 

$9,000.00 
(salary and benefits) 

Bilingual Outreach 
Staff Hiring 
 
Recruitment of Latino 
Volunteers 
 
(Goals 3, 4, 5) 
 

Operations 
(Advertising, Materials) 
 
Flyers and T-shirts 

$250.00 
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 Table 2.1, continued - Budget 

Solution 
Activities & Services 

Resource Type 
Personnel or Operations 

Budget Amount 
One Year Estimate 

Personnel 
(Outreach Manager and 
Assistant) 
Included in Salary, 
Compensated Time 

N/A  

Library Programming 
 
(Goal 4) 
 
El diá de los niños 
El día de los libros 
Latino Heritage 
Open Houses 
Children’s Programs 
Youth Programs 
Technology Programs 

Operations 
(Materials and Supplies) 
 
Flyers 
Craft Materials 
Food 
Honoraria 
Printing - Handouts 
 

$4,800.00 
($400 per month) 

Personnel 
(Outreach Manager and 
Assistant) 
Included in Salary, 
Compensated Time 
 
Attendance at Events 

N/A 

Community Programs 
Attendance  
 
Sponsorship of Latino 
Community Events 
 
(Goal 5) 

Operations 
(Marketing) 
 
Bookmarks 
Posters 
Booth Fees 
Print & Broadcast Ads 

$2,000.00 
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Table 2.1, continued - Budget 

Solution 
Activities & Services 

Resource Type 
Personnel or Operations 

Budget Amount 
One Year Estimate 

Personnel 
(Outreach Manager and 
Assistant) 
Included in Salary, 
Compensated Time 
 
Recruitment of Council 
Meeting Preparation 

N/A 

Creation of Latino 
Advisory Council 
 
Leadership 
Development 
 
(Goal 5) 

Operations 
(Materials and Supplies) 
 
 
Food for Council Meetings 
Meeting Supplies 
 

$500.00 
($125 per  

quarterly meeting) 

Personnel 
(Outreach Manager and 
Assistant) 
Included in Salary, 
Compensated Time 
 
Roundtable Attendance 
Creation of Agency Matrix 

N/A 

Inter-Agency 
Collaboration 
 
Creation of Resource 
Database and Links 
Page on Web Site 
 
(Goal 6) 
 

Personnel 
(Web Manager) 
 
Database Creation 
Web Page Creation 
Database Maintenance 

And Upload  

$250.00 
(salary and benefits) 

Total Project Budget  $49,800.00 
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Action Plans and Timeline 
 
 
 The proposed action plan and timeline are as follows: 
 

Table 2.2 – Action Plan 

Solution or Strategy Activities  Goal Dates 

1. Develop Campaign June 2008 

2. Produce Materials July 2008 

Library Information 
Campaign 
 
(Goal 1) 

3. Begin Marketing September 2008 

1. Order Signs June 2008 

2. Install Signs July 2008 

3. Prepare Web Page 
Translations 

June 2008 

Library Signage and 
Web Site Upgrades 
 
(Goal 2) 

4. Upgrade Web Site July 2008 

1. Staff Attend Saturday 
Language Classes 

Fall 2007 

2. Prepare Refresher 
Courses 

May - June 2008 

3. Offer Refresher Courses July 2008 

Spanish Language 
Instruction for Staff 
 
(Goal 3) 

4. Introduce Pointing 
Instruction and Offer 
Training Workshop 

August 2008 
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Table 2.2, continued – Action Plan 

Solution or Strategy Activities  Goal Dates 

1. Hire and Train Assistant Completed Fall 2007 

2. Develop Bilingual 
Marketing Materials and 
Training Program  

August 2008 

3. Recruit Volunteers Ongoing 

Bilingual Outreach Staff 
Hiring 
 
Recruitment of Latino 
Volunteers 
 
(Goals 3,4,5) 

4. Train Volunteers Ongoing 

1. Develop Program 
Schedule  

June 2008 

2. Develop Program 
Materials 

July – August 2008 

3. Market Programs August 2008 
and Ongoing 

Library Programming 
 
(Goal 4) 
 
El diá de los niños 
El día de los libros 
Latino Heritage 
Open Houses 
Children’s Programs 
Youth Programs 
Technology Programs 

4. Present Programs August 2008  
and Ongoing 

1. Prepare Marketing 
Materials for Events 

July 2008 Community Programs 
Attendance 
 
Sponsorship of Latino 
Events 
 
(Goal 5) 

2. Prepare Schedule of 
Events and Entry 
Applications 

August 2008  
and Ongoing 
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Table 2.2, continued – Action Plan 

Solution or Strategy Activities  Goal Dates 

1. Recruit Community 
Leaders 

September 2008 

2. Convene Council October 2008 
and Ongoing 

3. Select and Procure 
Leadership Development 
Program 

November 2008 

Creation of Latino 
Advisory Council 
 
Leadership 
Development 
 
(Goal 5) 

4. Host Quarterly 
Leadership Programs  

January 2009 
and Ongoing 

1. Attend Open Meetings July 2008 
and Ongoing 

2. Invite Agency 
Representatives to 
Advisory Council 
Meetings 

October 2008 
And Ongoing 

3. Create Resource 
Questionnaire for 
Database 

July 2008 

4. Create Database August 2008 

Inter-Agency 
Collaboration 
 
Creation of Resource 
Database and Links 
Page on Web Site 
 
(Goal 6) 

5. Post Database to Web September 2008 
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SWOT Analysis 
 

The library can capitalize on many strengths as it begins this project: the 

commitment of its staff and Board; the positive community support and view of 

the library; and, the existing, local Latino service network. The library has the 

opportunity to fill gaps in the information needs of its Latino residents, but faces a 

challenge in the unknowns of outreach project planning for emerging populations. 

The following SWOT analysis shows the positive potential in the project: 

Table 2.3 – SWOT 

Strengths Weaknesses 
 
Staff Commitment 
Board Commitment 
Vibrant Buildings and Collections 
Latino Services Project Team 
LSTA Planning Grant 
Trust Mgmt. Spanish Language 

Collection Start-Up Grant 
 
 

 
Financial Constraints 
Time Constraints 

Opportunities Threats 
 
Positive Community Support 
Existing School and Agency Resources 
Spanish-Language Media Outlets 
REFORMA 
 
 

 
Competing Agency Programming 
Cultural Differences/Misconceptions 
Emerging Population Challenges 
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Part Three – Marketing Plan 
 
 
Marketing Plan Introduction 
 

In spring 2007, the Deschutes Public Library received a Library Services 

and Technology Act (LSTA) grant to study and prepare a five-year strategy for 

Latino outreach in Bend, Oregon. While much of the grant was used for needs 

assessment, project plan development and a bilingual staff hire, the beginnings 

of a marketing plan for Latino services was developed in the first year of the 

grant. Very basic program marketing was accomplished. 

The outreach program is not currently in effect, so there has been very 

little deliberate marketing. The five-year strategy requires a mix of traditional and 

digital media marketing tools. The following plan builds the goals to be 

accomplished by each tool, the hoped-for outcomes, objectives, and strategies. 

 
 
Relevant Literature 
 

The relevant set of marketing tips highlighted by Cuesta and Ocón were the 

foundation for the development of this marketing strategy. The tips include: 

 
• Be passionate about your personal commitment.  
• Develop messages that support community and family values.  
• Ethnic marketing should be part of a year-round campaign.  
• Using a target audience’s own language is crucial.  
• You can’t just translate an ad; you must transcreate it.  
• The medium can be just as important as the message. Use Spanish-

language newspapers, radio, and television stations (13). 
 
The idea of “transcreating” an ad, rather than just  “translating” is one that the 

library should keep in mind as it creates print and digital marketing materials. 
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This is echoed further in the readings; Villagrán and Ocón both noted the 

importance of providing Spanish translations for key Web site pages and event 

announcements. As computer literacy in the Latino community increases through 

programs at the library and schools, a carefully tended Spanish Web presence 

will become a necessity. 

Observations on library services in many Latin American countries 

highlighted the need for the basic library information/awareness campaign 

component of this plan. A review of the library culture in Central and South 

America exposed the need: 

Her findings indicate a lack of adequate library services, 
which would in turn be an indicator that immigrants would 
not be accustomed to having access to a free library. 
Consequently, getting recent arrivals to use the library in 
their new community entails educating them to the resources 
that may be found there (Herring 22). 

 
The basic library information/awareness campaign will address issues like 

privacy, the ALA Bill of Rights, and the overall role of libraries in American 

culture (“Ask away, it’s what we’re here for!”). 

  
Marketing Goals, Outcomes, and Objectives (Five-Year Plan) 
 
 The following goals, outcomes, and objectives relate to the marketing 

components for the overall project plan; each is aligned to the solutions and 

desired outcomes of the identified needs. The goals belong to three distinct 

target populations: the Board and community, the library staff and volunteers, 

and the Latino community. There are indirect stakeholders in this plan, as well: 

community partners, schools, government and civic organizations. 
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Table 3.1 - Goals, Outcomes, and Objectives 

Goal Outcome Objectives 

Provide demographic 
information and needs 
assessment data for 
Board and public review 
in year one of the project 
period. 

Develop a Library Board 
and community 
awareness campaign 
that will increase 
knowledge of the 
library’s Latino 
demographic, service 
and staffing needs over 
a one-year period.  

The Library Board and 
community library 
advocates will 
understand the need for 
dedicated funding and 
resources for the local 
Latino population. 

Provide links between 
Latino Outreach and the 
Results Policies system 
(Strategic Plan) in year 
one of the project period. 

Create internal Web 
page that provides 
motivation, information, 
and justification for 
learning Spanish in year 
one. 

Provide pointing guides 
to ease transition to 
bilingual conversations 
in year one. 

Develop an internal 
Spanish language 
campaign that will 
increase staff 
understanding and 
usage of the language 
over a two-year period. 

Library staff will not only 
know why it is important 
to learn conversational 
Spanish (and/or use 
pointing guides), but 
they will also have the 
ability to do so. 

Increase staff comfort 
level by creating regular, 
consistent Spanish 
language practice 
opportunities in years 
one and two. 
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Table 3.1 continued - Goals, Outcomes, and Objectives 

Goal Outcome Objectives 

Update physical library 
signage for 
inclusiveness in year 
one. 

Update Web site to add 
translation pages where 
appropriate. Create Web 
pages specifically for 
Latino community in 
years one through five. 

Develop a 
communication program 
that reflects the 
emerging bilingual 
environment at the 
library within the first 
year of the five-year 
plan. 

The Latino community 
will feel welcome in the 
both the library’s 
physical and digital 
spaces.  

Highlight Spanish-
speaking staff and 
reference availability in 
years one through five. 

Provide introductory 
information about US 
libraries and their roles 
in the community in 
years one through five. 

Create outreach brand 
and deliver regular, 
consistent updates on 
library happenings 
relevant to the Latino 
community in years one 
through five.  

Develop a library 
information/awareness 
campaign that will inform 
Latino residents about 
the library’s mission, 
services, resources, and 
history over a five-year 
period. 
 

The Latino community 
will see their culture 
represented in 
collections and 
programs, will 
understand the benefits 
provided by public 
libraries, and will view 
the library as a source of 
information for various 
concerns. 

Advertise library 
programs and services 
in years one through 
five. 
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Table 3.1, continued – Goals, Outcomes, and Objectives 

Goal Outcome Objectives 

Identify Latino 
community leaders and 
organizations in year 
one.  

Develop a library and 
civic leadership 
campaign that will build 
leadership capacity in 
the Latino community 
and increase the number 
of Latino volunteers and 
advocates for the library 
over a five-year period. 
 

The Latino community 
will feel that they are 
important constituents in 
the life of the library. 

Partner with local 
organizations to offer 
leadership workshops 
and events in years one 
and two. 

Create database of local 
service providers and 
related information. 

Develop collaboration 
network tools that will 
create a service 
economy of scale for 
area groups over a five-
year period. 

The community partners 
in Bend, Oregon will 
know where to look for 
information about Latino 
services and resources. Publish database and 

general information 
resources for Latino 
outreach. 

 
 
 
Target Audiences 
 
Internal Target Audiences 

 
The first internal target audience is Library Board members, and by 

extension, the community at large. The Deschutes Library Board has five 

members, one from each of its geographic regions. The current Board includes 

gender and ethnic diversity (three women and five men, one Chinese American). 
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Board members are responsible for the approval and funding of programs at the 

general level in accordance with the Results Policies System. 

The second internal target audience is library staff and volunteers. This 

group also has gender and ethnic diversity. And, while the Board members are 

within roughly the same age range, the staff and volunteers group includes a 

broad range of ages. Staff members and library volunteers occupy frontline 

customer service roles and interact daily with the Latino community at the library. 

Understanding of cultural differences and the Spanish language will increase 

their comfort level and communication abilities. 

 
External Target Audience 
 

The external target audience of the ¡Bienvenidos! Latino Outreach 

Program is Latino, non-English speaking residents of Deschutes County, Oregon 

who “need assistance in becoming integrated into the community” (Bienvenidos, 

1). In addition to the language barrier, they generally have low information 

literacy skills. According to the 2000 Census, the growth of the Latino community 

in Deschutes County, as a percentage, was more than three times the national 

average (182% to 57.9%; Bienvenidos, 8). As this community continues to grow, 

outreach efforts by the library and partnership with other Deschutes County 

service providers (schools, organizations, churches) have the potential to ease 

the transition for new residents and improve the language and literacy skills for 

all residents. 
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Positioning Statement and Key Messages 
 
Positioning Statement 
 

¡Bienvenidos! is the program at the Deschutes Public Library that provides 

welcoming cultural and educational programs for new residents of the Latino 

community. The library is also uniquely positioned to offer inclusive educational 

programs and resources for residents of all ages. 

 
Key Messages 
 

Library Board and Community - ¡Bienvenidos! supports the library’s 

mission and priorities. 

Library Staff and Volunteers – ¡Bienvenidos! demonstrates the library’s 

welcoming spirit to an underserved population. 

Latino Community – The library is the place for reading, learning, sharing, 

and celebrating! 

 
Message Delivery Strategies 
 
Tools 
 
  As noted in the literature review, paying attention to the language and 

medium of the program message is critical. The tools included in the table below 

should be created in Spanish (not merely translated). Equally important is the 

importance of family and religion to the Latino community. Churches with 

Spanish language worship services offer a great connection point. 
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Table 3.2 - Message Delivery Tools 

Tool Description 

Direct Mail Event Invitations 
Letters 

Festival and Parade Booths 
 

Community and School Events 
Balloons Over Bend 
Bend Fall Festival 
Bend Summer Fest 
Bend Winterfest 
Cascade Festival of Music 
Deschutes County Fair 
Fiesta del Sol 
Fourth of July Pet Parade 
High Desert ESD Events 
High Desert Inter-Cultural Festival 
Latin America Film Festival 
Parent Nights at Local Schools 
Summer Concert Series 

Five-Minute Presentations 
 

Community Meetings  
4H 
Chamber of Commerce 
Commission on Children & Family 
Kiwanis 
Latino Community Association 
Local Churches 
Optimist Club 
Rotary Club 
Soroptimist Club 

Flyers and Posters Grocery Stores, Music Stores, 
Restaurants, Job Sites, Factories, 
Gyms, Clinics, Schools, Churches and 
Church Bulletins, Bus Stops 

Give-Aways or Incentives Food, Key Chains, Frisbees, 
Bookmarks, T-shirts, Magnets, 
Temporary Tattoos, Bumper Stickers 
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Table 3.2, continued - Message Delivery Tools 

Tool Description 

Language Labs (for staff) Thirsty Thursday - Drinks and Spanish 
Conversation with Local Latino 
Leaders 
 

Mass Media 
 

Radio Advertising  
KRDM –AM (1240) La Bronca 
KBND-AM (1110) News/Talk 
KICE-AM (940) Sports/Talk 
 
KLRR-FM (101.7) Adult Contemp 
KMTK-FM (99.7) Country 
KTWS-FM (98.3) Classic Rock 
KMGX-FM (100.7) Adult Contemp  
KSJJ-FM (102.9) Country 
KXIX-FM (94.1) Christian  
KNLR-FM (97.5), Christian  
KWPK-FM (104.1) Adult Contemp� 
 
TV/News Advertising 
KOHD TV 53 (ABC) 
KTVZ TV 21 (NBC) 
 
Press Releases 
Newspaper Editorials 
Bend Bulletin 
Bend Weekly 
The Source Weekly 

Newsletters Program Newsletter 
School Newsletter (K-12) 

Online Media Internet Ads  
Intranet Pages (for staff and Board) 
Web Site 

Signs Internal Library Signs 
Web Site Translations 
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Action Plan & Timeline  
 
 Marketing of ¡Bienvenidos! began in limited form during the planning grant 

stage. The following plan and timeline builds on those initial efforts. It is aligned 

with the objectives supporting the marketing goals and outcomes (Table 3.1). 

 

Table 3.3 - Action Plan 

Objectives Strategies Timeline 

Prepare Census 
overview and cultural 
differences/needs 
presentation materials. 

Board and Community 
Provide demographic 
information and needs 
assessment data for 
Board and public review 
in year one of the project 
period. 

Request Board Work 
Session to deliver 
presentation. 

Preparation Time: 
3 hours 
 
Presentation Time: 
1 hour 
 
Goal Presentation Date: 
May 2008 

Board and Community 
Provide links between 
Latino Outreach and the 
Results Policies system 
(Strategic Plan) in year 
one of the project period. 

Prepare Outcomes 
(Results Policy) 
Document 

Preparation Time: 
2 hours 
 
Goal Presentation Date: 
May 2008 

Develop content of 
Learning 2.0 style Web 
Site that will provide 
regular updates, 
opportunities to expand 
Spanish vocabulary, and 
social tools for users. 

Staff and Volunteers 
Create internal Web 
page that provides 
motivation, information, 
and justification for 
learning Spanish in year 
one. 
 
*note, this complements 
a series of ongoing 
Spanish language 
workshops for Oregon 
library staff. 

Design site and upload 
content. 

Preparation Time: 
20 hours 
 
Design Time: 
4 hours 
 
Goal Publication Date: 
July 2008 
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Table 3.3, continued - Action Plan 

Objectives Strategies Timeline 

Staff and Volunteers 
Provide pointing guides 
to ease transition to 
bilingual conversations 
in year one. 

Customize the Beaufort 
County Library Pointing 
Guide available on Web 
Junction. 

Preparation Time: 
1 hour 
 
Goal Completion Date: 
July 2008 

Staff and Volunteers 
Increase staff comfort 
level by creating regular, 
consistent Spanish 
language practice 
opportunities in years 
one and two. 

Schedule bi-weekly 
Thirsty Thursdays - 
Drinks and Spanish 
Conversation with Local 
Latino Leaders. 
 

Preparation Time: 
2 hours 
 
Goal Start Date: 
July 2008 

Assess current library 
signage. 

Preparation Time: 
2 hours 
 
Completion Goal Date: 
June1, 2008 

Prepare and order sign 
replacements. 

Preparation Time: 
1 hour 
 
Completion Goal Date: 
June 8, 2008 

Latino Community 
Update physical library 
signage for 
inclusiveness in year 
one. 

Install new signs. Order Time: 
2 weeks 
 
Goal Installation Date: 
June 30, 2008 
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Table 3.3, continued - Action Plan 

Objectives Strategies Timeline 

Prepare content. 
 
 

Initial Content 
Preparation Time: 
8 hours 
 
Ongoing Content 
Preparation Time: 
1 hour per week 
 
Goal Completion Date: 
July 1, 2008 
 

Latino Community 
Update Web site to add 
translation pages where 
appropriate. Create Web 
pages specifically for 
Latino community in 
years one through five. 

Design and upload 
content. 

Design Time: 
4 hours 
 
Goal Publication Date: 
July 28, 2008 

Latino Community 
Highlight Spanish-
speaking staff and 
reference availability in 
years one through five. 

Design signage for staff 
and reference/circulation 
desks to indicate 
presence of Spanish 
language speakers. 

Preparation Time: 
2 hours 
 
Goal Completion Date: 
July 2008 

Latino Community 
Provide introductory 
information about US 
libraries and their roles 
in the community in 
years one through five. 

Create library 
awareness campaign 
materials, including 
press releases and 
PSAs for Spanish 
language media outlets, 
flyers, brochures, and 
programs. 

Preparation Time: 
8 hours 
 
Creation Time: 
8 hours, initially 
 
Goal Marketing Date: 
September 2008 
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Table 3.3, continued - Action Plan 

Objectives Strategies Timeline 

Create graphic logo, 
tagline, and visual theme 
for outreach program. 

Preparation Time: 
2 weeks 
 
Goal Completion Date: 
June 30, 2008 

Latino Community 
Create outreach brand 
and deliver regular, 
consistent updates on 
library happenings 
relevant to the Latino 
community in years one 
through five.  

Create newsletter, flyer, 
and press release 
templates to be used in 
regular communications 
and marketing. 

Preparation Time: 
8 hours 
 
Goal Completion Date: 
July 14, 2008 

Latino Community 
Advertise library 
programs and services 
in years one through 
five. 

Publish regular 
communication updates 
via various media and 
tools. Attend community  
festivals, parades, and 
events. 

Preparation Time: 
1-2 hours per week 
 
Goal Date: 
Ongoing, target 2-3 
items per month. 

Latino Community 
Identify Latino 
community leaders and 
organizations in year 
one.  

Network with Latino 
service providers and 
community groups 
(established during 
planning phase). Collect 
informal survey data 
about leaders in the 
community.  

Networking Time: 
1 hour per week,  
for 2 months 
 
Initial List  
Goal Completion Date: 
August 31, 2008 
 
(and then ongoing) 

Latino Community 
Partner with local 
organizations to offer 
leadership workshops 
and events in years one 
and two. 

Attend, plan, and host 
leadership seminars and 
workshops with other 
agencies. 

Preparation Time: 
2 hours per month 
 
Initial Workshop 
Goal Date: 
October 3, 2008 
 
(and then ongoing, one 
event per quarter, 4 total 
during late 2008-2009) 
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Table 3.3, continued - Action Plan 

Objectives Strategies Timeline 

Create, distribute, and 
collect survey of Latino 
service providers. 

Preparation Time: 
8 hours 
 
Processing Time: 
3 weeks 
 
Goal Completion Date: 
November 1, 2008 

Latino Community 
Create database of local 
service providers and 
related information. 

Create database for 
results. 

Preparation Time: 
8 hours 
 
Goal Completion Date: 
November 15, 2008 

Latino Community 
Publish database and 
general information 
resources for Latino 
outreach. 

Create Web application 
for updatable database 
to allow registered 
providers to update 
information. Integrate 
into existing Web Site. 

Preparation Time: 
16 hours 
 
Goal Publication Date: 
November 30, 2008 

 
 
 
Budget and Responsible Parties 
 

The following budget provides an expanded breakout of the marketing 

sections of the project plan. It aligns with the goals, objectives, and strategies of 

this marketing plan. The responsible parties include a small handful of library 

staff. The competencies required for the strategies include general library 

knowledge, Spanish language skills, design ability, and some basic Web skills. 

 

 

 



  Deschutes Library ¡Bienvenidos! Project Plan  ::  4/22/2008 ::  Page 35 of 80 
 

Table 3.4 - Budget 

Objectives Deliverable and 
Estimated Budget 

Responsible Party 

Board and Community 
Provide demographic 
information and needs 
assessment data for 
Board and public review 
in year one of the project 
period. 

Board Presentation 
Marginal Printing Costs 

Outreach Services 
Manager 
 
And 
 
Bilingual Coordinator 

Board and Community 
Provide links between 
Latino Outreach and the 
Results Policies system 
(Strategic Plan) in year 
one of the project period. 

Results Document 
Marginal Printing Costs 

Outreach Services 
Manager 

Content Development 
$500 

(Salary and Benefits) 
 
 

 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 
 
 

Staff and Volunteers 
Create internal Web 
page that provides 
motivation, information, 
and justification for 
learning Spanish in year 
one. 
 
*note, this complements 
a series of ongoing 
Spanish language 
workshops for Oregon 
library staff. 

Site Design 
$200 

(Salary and Benefits) 

Web Manager 

Staff and Volunteers 
Provide pointing guides 
to ease transition to 
bilingual conversations 
in year one. 

Pointing Guide 
Marginal Printing Costs 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 
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Table 3.4, continued - Budget 

Objectives Deliverable and 
Estimated Budget 

Responsible Party 

Staff and Volunteers 
Increase staff comfort 
level by creating regular, 
consistent Spanish 
language practice 
opportunities in years 
one and two. 

Social Events 
Marginal costs. 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Signage Assessment 
Marginal salary costs.  

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Signage Procurement 
Marginal salary costs. 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Latino Community 
Update physical library 
signage for 
inclusiveness in year 
one. 

Sign Installation 
Marginal facilities cost. 

Library Facilities Staff 

Content Development 
$500 

(Salary and Benefits) 
 
 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator  

Latino Community 
Update Web site to add 
translation pages where 
appropriate. Create Web 
pages specifically for 
Latino community in 
years one through five. 

Content Upload 
Nominal salary costs. 

Web Manager 
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Table 3.4, continued - Budget 

Objectives Deliverable and 
Estimated Budget 

Responsible Party 

Latino Community 
Highlight Spanish-
speaking staff and 
reference availability in 
years one through five. 

Nametags and Signs 
Minimal salary and 

printing costs. 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Latino Community 
Provide introductory 
information about US 
libraries and their roles 
in the community in 
years one through five. 

Campaign Development 
$500.00 

(salary and benefits) 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Graphic Theme 
$2,000.00 

Independent Graphic 
Artist 

Latino Community 
Create outreach brand 
and deliver regular, 
consistent updates on 
library happenings 
relevant to the Latino 
community in years one 
through five.  

Templates 
Included in Graphic 

Artist Costs. 
 
 

Independent Graphic 
Artist  
 
And 
 
Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Latino Community 
Advertise library 
programs and services 
in years one through 
five. 

Printing, Advertising, 
and Distribution 

$4,800 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 
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Table 3.4, continued - Budget 

Objectives Deliverable and 
Estimated Budget 

Responsible Party 

Latino Community 
Identify Latino 
community leaders and 
organizations in year 
one.  

Leadership Survey 
Marginal salary costs.  

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Latino Community 
Partner with local 
organizations to offer 
leadership workshops 
and events in years one 
and two. 

Leadership Events 
$250 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator  
 

Survey Processing 
Marginal salary and 

postage costs. 

Outreach Services 
Manager 
 
And  
 
Bilingual Coordinator 

Latino Community 
Create database of local 
service providers and 
related information. 

Database 
Marginal salary costs. 

Web Manager 

Latino Community 
Publish database and 
general information 
resources for Latino 
outreach. 

Web Database 
Marginal salary costs. 

Web Manager 
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Mockups of Selected Marketing Methods 
 
Signage Mock-Ups 
 

One of the basic changes that the library can make to improve services for 

the Latino community is to provide dual signage in the physical library, where 

appropriate and/or needed. Library areas (e.g., Reference, Circulation, 

Children’s, Fiction, and Non-Fiction) are one obvious place for location and 

information signs in both English and Spanish. Aisle signs (sample 2) and ‘Hablo 

Español’ nametags are other written forms of outreach. 

 

 
Sample 1 (above) 
Bilingual Nametag 
 
Sample 2 (right) 
Non-Fiction Aisle Signs 
Awareness  
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Information/Awareness Campaign Mock-Ups 
 
 Basic library information materials should be translated, or transcreated 

(Cuesta and Ocón) into Spanish. The following mock-ups include samples of 

awareness bookmarks, the Library Bill of Rights (flyer or sign format), and 

programming flyers and schedules. 

 
 

 
 
Sample Awareness 
Bookmark 
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Sample Library Bill of Rights in Spanish 
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Sample Children’s Programming Flyer 
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Sample Special Events Calendar 
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Sample Program Schedule 
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Reflection 
 
 

In the course of both the project and marketing plans, I gained a real 

appreciation of the scope of this project. This is certainly a program that could 

require a full-time, year round staff member. The population percentage of the 

Latino community is still nearing only 5% of total county population, which means 

this level may not be justifiable. 

I needed to ask questions about the demographics, recommended Latino 

marketing outlets, and local Latino organizations. Not all of these were posed to 

the library staff, some were directed to area schools and churches. Worksheet 11 

in the Fisher and Pride text provided great prompts for discussion about past 

marketing efforts, their successes, and failures.  

I still need ask questions about the total anticipated budget and how 

existing staff time factors into the equation. (i.e., As the Outreach Manager, can 

Jo Caisse’s salary amounts be absorbed by the general library budget rather 

than the ¡Bienvenidos! program?) I also need to ask about possible involvement 

of key hourly staff and the library’s use of independent contractors (i.e., Do they 

prefer to do graphic design in-house?). 
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Part Four – Assessment Plan 
 

Introduction 

In spring 2007, the Deschutes Public Library received a Library Services 

and Technology Act (LSTA) grant to study and prepare a five-year strategy for 

Latino Outreach Services in Bend, Oregon. The five-year strategy will parallel the 

Public Library Association’s Service Response, “Welcome to the United States.” 

New immigrants will have information on citizenship, English 
Language Learning (ELL), employment, public schooling, 
health and safety, available social services, and any other 
topics that they need to participate successfully in American 
life (PLA, ¶1).  

 

Goals of the Service (from Project Plan) 

1. Inform the Latino community, especially those who are new to the United 
States, about the role and services of the library in American culture (free 
information and lack of formal relationship with government, etc.). 

2. Create an accessible library, both physical and digital, that allows 
Spanish-speaking users to find information about the library, its collection, 
services, and physical layout. 

 
3. Develop library staff with the Spanish language skills to communicate with 

Spanish-speaking users. 
 

4. Develop a library program schedule that recognizes the educational 
needs, cultural interests, and values of the Latino community. 

 
5. Build, embrace, and involve a community of Latino library users and 

supporters. 
 

6. Organize and contribute to an informal network of social service agencies 
that assist new and migrant Latino community members with transitional 
issues. Create an information portal for communication among and about 
that network. 
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Outcomes of the Service 

The Project Plan Goals and Outcomes were originally ordered by priority. 

For, example, the goal of informing the Latino community about the library and 

increasing its awareness of the resources available is the critical first step. It 

needs to be underway as the other goals are being pursued. The assessment of 

the outcomes, which are labeled by goal number and outcome sub-number, 

follows that same priority pattern. Awareness of the library, accessibility of the 

library, and communication pathways between staff and users are key, initial 

priorities to assess. Decisions that need to be made or changed to ensure 

outcome achievement in those foundational areas should be addressed before 

later outcomes, like participation in advisory councils and library leadership roles. 

Outcome 1.1 – Latino community members demonstrate awareness of 
library services and resources by visiting the library for the first time. 

Outcome 1.2 – Latino community members request library cards and 
make repeat visits to the library. 

Outcome 1.3 – Latino community members ask both reference and 
resource questions at the library. 

Outcome 2.1 – Latino library users successfully navigate both the physical 
and digital library spaces. 

Outcome 3.1 – Library staff members communicate with and assist Latino 
library users in Spanish. 
 
Outcome 4.1 – Latino users increase their English language skills, basic 
technology skills and information-seeking skills that allow them to 
communicate and access information, both in person and electronically. 

Outcome 4.2 – Latino users celebrate and share their culture and heritage 
at the library through regular and special programs. 

Outcome 5.1 – Latino users incorporate the library into their regular 
schedule of activities; they visit consistently, not only for Latino programs 
or services, but also for library programs and services. 
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Outcome 5.2 – Latino residents expand their social fabric to include the 
library as indicated by increased participation in forums, advisory councils, 
and library leadership. 
 
Outcome 6.1 – Library staff members increase their awareness of social 
services and agencies serving the Latino community; they develop 
contacts and connections and share them with other staff, agencies, and 
the Latino community. 
 
Outcome 6.2 – Latino library users bring new Latino community members 
to the library for basic help with transitional questions and issues. 

 

Relevant Literature 

The initial literature review for this project included some articles that 

explored the cultural differences between the Latino culture and the more 

homogenized American culture. Several authors indicated the need to talk to 

Latinos and ask for their feedback face-to-face. It is more effective than an 

impersonal survey for this community, especially. The assessment weeks of our 

course material and discussions only reinforced that point. Chapters and articles 

by Rhea Rubin, Peter Brophy, and Rosalind Farnam Dudden offered valuable 

advice on creating effective surveys when they are necessary. More importantly, 

however, they offered alternatives to surveys. Many of those alternatives were 

chosen as the recommended assessment methods for the following outcomes, 

with surveys being reserved for the alternate methods.  

Also from the relevant literature, the evaluation process begins with setting 

clear goals and measurable objectives. It is essential to include community input, 

both formal and informal, as an integral part of the overall evaluation process. 

Measure progress on overall response to the service plan:  
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1. Establish innovative ways to measure effectiveness of 
service. (Testimonials from patrons, customer satisfaction 
surveys, focus groups, questionnaires, exit interviews, etc.)  

2. Go beyond tracking traditional measures (circulation, 
patrons per day, etc.) to determine effectiveness. Find out 
how patrons used the information they received, how staff 
grew and/or changed as a result of serving different 
segments of the community, how the library as an institution 
benefited from serving different segments of the community 
(new volunteers, donors, resources, partners, funding 
sources, etc.) (Cuesta; Driver and Wall). 

The following assessment plan tries to capture the spirit those lessons. 

 

Assessment Plan for Outcomes 

 I would like to make two observations or notes about the following 

outcomes and their assessment. The first is my concern about the observation 

methods chosen for many of the outcomes. Since the library does not collect 

demographic information on its library card application, there is not a ready-made 

batch of statistics on the number of Latino library users. Or an existing records 

solution available by user group. (We can look at Spanish language materials 

circulation, but not Spanish-speaking library cardholders as a group.) 

 As such, we must do some of our observation and data collection by sight. 

This is a possibly dangerous area, in that I do not want to imply that we are 

judging people by the color of their skin. So, when observation of lobby traffic or 

reference desk questions is assessed by observation, it is with the assumption 

that it will not be entirely accurate. Some library users may look Latino, but are 

not. Others are Latino, but do not look like an individual library staff member’s 

image of a Latino person. The observations are made casually and generally. As 
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Rubin noted, “Outcome measurement is not scientific research and requires 

descriptive analysis, not statistical analysis” (61). I want to make sure to be 

sensitive to cultural stereotyping issues, but also believe that observation is a 

valuable tool in these situations. 

 The second note is about the indicator targets and quantity measurements 

in the outcomes. I have not attached specific quantity targets to most of these 

outcomes. Rubin cautioned, “Targets must be based upon experience. So a new 

program – or a library new to outcome measurement – should not set a target 

until the first year  (or cycle) of the program activity, and the data collection and 

analysis are complete” (39). 

 In the few outcomes that have quantity targets, they are low. And the 

timeline for initial data collection for most of the outcomes is October 2008 to 

October 2009. This will provide the baseline data for the following four years of 

the strategy. 

 
Goal 1 
 
 
Inform the Latino community, especially those who are new to the United States, 

about the role and services of the library in American culture (free information 

and lack of formal relationship with government, etc.). 

 
 
Outcome 1.1 – Latino community members demonstrate awareness of library 

services and resources by visiting the library for the first time. 

 
Target Audience – Deschutes County Latino residents. 
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Methods & Tools for Evidence Collection – The method for this assessment is 

a review of existing records. The tool is a manual tracking sheet that will 

be used by information and circulation desk staff members. As they notice 

and/or communicate with new Latino visitors to the library, they will 

indicate it with a tick mark or entry on the tracking sheet. The collection of 

this data will be small scale, not comprehensive. The Outreach Services 

Manager will assign various times and locations for the tracking sheet 

usage, e.g. Thursday mornings in the lobby, Saturday afternoon in the 

Children’s Room, etc. 

Recommendations for Pilot Assessment – The DPL Outreach Services 

Manager will spend approximately one hour each on two Saturday 

afternoons working with the front-line staff, modeling tracking sheet use, 

and addressing implementation concerns.  

Alternative Methods & Tools – Assessment of new library visits can also be 

completed by proxy measures. (This is a less preferable method, because 

the data may not be reliable.) In this situation, the Outreach Services 

Manager will monitor the number of ¡Bienvenidos! pamphlets (designed 

for new Latino visitors) taken by users per month. 

Analysis of Evidence (Data Plan) – The analysis of this outcome evidence will 

be numeric in nature (number of new visitors, number of pamphlets) and 

will be compiled monthly by the Outreach Services Manager. 

How Assessors Will Know the Outcome Has Been Met – The current Latino 
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population of Deschutes County numbers over 5,000 residents. Using an 

average family size of five, our complete target outreach is 1,000 families, 

some of whom will have already visited the library and/or obtained a 

library card. For its measurable objective, the library will attract 120 new 

visits over a twelve-month period (ten per month). 

Result Scenarios & Decision Making Indicators – I predict that the goal may 

not be met during the first few months of tracking. This may indicate the 

need to increase the importance of the initial marketing campaign. 

Recommendations for Reporting – A running tally of new visitors by month and 

pamphlets taken will be kept in the project log. A chart of the data will be 

included in regular staff and Board updates on the project.   

Responsible Parties – Josephine Caisse, Outreach Services Manager, will be 

responsible for the planning, deployment, analysis, and reporting of the 

assessment. She will be assisted by the Bilingual Coordinator. Front-line 

staff will be responsible for the data collection. 

Timeline – The marketing effort for the library awareness campaign is scheduled 

to begin in September 2008. Assessment data will be collected, compiled, 

and analyzed monthly from October 2008 to October 2009. 

 
Outcome 1.2 – Latino community members request library cards and make 

repeat visits to the library. 
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Target Audience – Deschutes County Latino residents. 

Methods & Tools for Evidence Collection – Much like Outcome 1.1 the 

method for this assessment is a review of existing records. The tools are: 

• tracking sheet for information and circulation desk staff members 
• tally of Spanish library card applications returned 
• ILS circulation statistics for Spanish language materials  

 

Recommendations for Pilot Assessment – The Outreach Services Manager 

will spend approximately one hour each on two Saturday afternoons 

working with the front-line staff, modeling tracking sheet use, and 

addressing implementation concerns. She will determine baseline 

circulation figures for a one-year period.  

Alternative Methods & Tools – For this assessment, a combination of 

observation, self-reporting, diary studies, and interviews may be 

appropriate alternative methods. The regular lobby staff may be able to 

notice, informally, that there is a higher volume of Latino library users and 

visitors. They may also come to recognize faces and families and provide 

an opinion on the hoped-for increase of repeat visitors. 

Analysis of Evidence (Data Plan) – The analysis of this outcome evidence will 

be numeric in nature (number of Latino visitors, number of Spanish library 

card applications received) and will be compiled monthly by the Outreach 

Services Manager. 

How Assessors Will Know the Outcome Has Been Met – For its measurable 
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objective, the library will issue 96 new library cards from Spanish 

applications over a twelve-month period (eight per month). In addition, this 

outcome will be achieved if circulation figures increase and front-line staff 

members observe an increase in repeat Latino users. 

Result Scenarios & Decision Making Indicators – I predict that the library will 

achieve this outcome. However, if Spanish library card applications are 

not being returned, it could indicate a further need for the awareness 

campaign. Perhaps, the library would need to pilot a library card drive 

rather than continuing a more general library information campaign. 

Recommendations for Reporting – A running tally of Latino visitors by month 

and Spanish library card applications will be kept in the project log. A chart 

of the data will be included in regular staff and Board updates on the 

project.   

Responsible Parties – Josephine Caisse, Outreach Services Manager, will be 

responsible for the planning, deployment, analysis, and reporting of the 

assessment. She will be assisted by the Bilingual Coordinator. Front-line 

staff will be responsible for the data collection. 

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

 
Outcome 1.3 – Latino community members ask both reference and resource 

questions at the library. 
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Target Audience – Deschutes County Latino residents. 

Methods & Tools for Evidence Collection – The method for this assessment is 

a review of existing records. The tool is a tracking sheet for information 

and reference desk staff members. 

Recommendations for Pilot Assessment – The DPL Outreach Services 

Manager will spend approximately one hour each on two Saturday 

afternoons working with the front-line staff, modeling tracking sheet use, 

and addressing implementation concerns.  

Alternative Methods & Tools – A simple survey could be substituted for the 

tracking sheet, if desired. 

Analysis of Evidence (Data Plan) – The analysis of this outcome evidence will 

be numeric in nature and will be compiled monthly by the Outreach 

Services Manager. 

How Assessors Will Know the Outcome Has Been Met – For this first 

assessment year, this outcome will be met if there is at least one question 

per month asked of the library staff. Once this baseline data is collected, 

the library may choose to set more substantial targets in following years. 

Result Scenarios & Decision Making Indicators – Because of the low 

threshold for the first year, I predict that this outcome will be met and no 

additional decisions will need to be made based on the indicators.  
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Recommendations for Reporting – A running tally of Latino visitors by month 

and Spanish library card applications will be kept in the project log. A chart 

of the data will be included in regular staff and Board updates on the 

project. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, will be 

responsible for the planning, deployment, analysis, and reporting of the 

assessment. She will be assisted by the Bilingual Coordinator. Front-line 

staff will be responsible for the data collection. 

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

Goal 2 
 
 
Create an accessible library, both physical and digital, that allows Spanish-

speaking users to find information about the library, its collection, services, and 

physical layout. 

 
 
Outcome 2.1 – Latino library users successfully navigate both the physical and 

digital library spaces. 

 

Target Audience – Latino Deschutes County Library users. 

Methods & Tools for Evidence Collection – The methods for this assessment 

are covert observation by a trained staff member and informal interviews 



  Deschutes Library ¡Bienvenidos! Project Plan  ::  4/22/2008 ::  Page 57 of 80 
 

or exit surveys. The interview or exit survey will be a one-question 

assessment, “Did the new library signage/new Spanish Web translations 

help you locate what you needed?”  

Recommendations for Pilot Assessment – The Bilingual Coordinator will pilot 

these methods one month in advance of the official implementation to 

gauge the time needed to complete the observations and the wording of 

the one-question assessment. 

Alternative Methods & Tools – Alternative methods for assessment of the Web 

site pages include usability testing of the site for Latino users and a user 

feedback form on the site. 

Analysis of Evidence (Data Plan) – The data for this assessment will be 

collected by the Bilingual Coordinator one weekday and one weekend day 

per month for twelve months. The observations will be recorded on a 

spreadsheet with a scale for navigation ease (numbered scale 1-4 for 

range of success: “having great difficulty finding sections or areas” to 

“appearing to find area easily”). The exit survey will be recorded on a 

spreadsheet also. The two methods should be alternated between 

weekday and weekend day, so that all of the observation does not occur 

on a weekday and all of the surveying does not occur on the weekend. 

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

achieved if greater than 70% of the observations and 70% of the exit 

respondents are positive for the twelve-month period. 
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Result Scenarios & Decision Making Indicators – I predict that the 

assessment results for this outcome will be positive. However, if indicators 

suggest otherwise (e.g., Latino users seem to have more difficulty 

navigating the physical library or Web site), the Bilingual Coordinator and 

Outreach Services Manager may decide to ask follow-up questions during 

the mini exit-survey. 

Recommendations for Reporting – The spreadsheets with the results of the 

observations and exit surveys will be kept in the project log. A chart of the 

data will be included in regular staff and Board updates on the project. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

Goal 3 
 
 
Develop library staff with the Spanish language skills to communicate with 

Spanish-speaking users. 

 
 
Outcome 3.1 – Library staff members communicate with and assist Latino library 

users in Spanish. 

 
Target Audience – Deschutes Public Library staff. 
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Methods & Tools for Evidence Collection – The methods for this assessment 

are anecdotal self-reports, mystery shoppers, and informal interviews. The 

three methods, combined, will hopefully provide a more complete 

assessment of comfort level among the staff (self-reports and diaries), 

mastery level (mystery shopper), and training strategy (informal 

interviews). 

Recommendations for Pilot Assessment – The Outreach Services Manager 

will pilot the self-report herself in June through September 2008. She will 

record her experiences and feelings about interacting with users in 

Spanish (comfort level, things to learn, hesitations, etc.). The Bilingual 

Coordinator will recruit and train three mystery shoppers from the Latino 

community in August 2008. They will each perform two practice runs 

during the month of September 2008. The Outreach Services Coordinator 

will prepare and practice informal interviews with two staff members in 

September 2008.  

Alternative Methods & Tools – If time constraints do not allow for a 

combination of methods, a simple staff survey could be substituted for the 

self-reports and interviews. 

Analysis of Evidence (Data Plan) – The data for the staff portions of this 

assessment will be collected by the Outreach Services Manager quarterly 

for nine months (March, June, and September 2009). The Bilingual 

Coordinator will collect the results of the mystery shopper sessions as 
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they are completed (one per quarter, per shopper). The data will be 

qualitative and anecdotal in nature. The Outreach Services Manager will 

analyze the data and prepare a summary of the results for the project log, 

staff, and Board updates. 

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

met if the staff interviews and reports show progress and a continued 

willingness to participate and learn. If the outcome is achieved, the self-

reports will be validated by the mystery shopper evaluations. The 

evaluations will not center on a perfect execution of the language, but a 

friendliness, effort, and noticeable improvement in communication. 

Result Scenarios & Decision Making Indicators – I predict that this 

assessment may not be met within the first year’s assessment timeframe. 

Learning a new language is difficult for adults, even when immersed in it. 

Given the demands of work and family time, it is probable that some staff 

will not progress very quickly. If this becomes the case, the library 

leadership may want to explore different ways of providing Spanish 

language training and assistance (e.g., more work time allowed for 

language study or more focused recruitment of Spanish speaking 

volunteers, respectively). 

Recommendations for Reporting – The assessment data will be reported in 

narrative form and entered into the project log, as well as staff and Board 

updates. 
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Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – The pilots for this assessment will take place in summer and fall 

2008, as the beginning Survival Spanish and Pointing Instruction sessions 

are taking place. Data will be collected, compiled, and analyzed from 

January through September 2009. 

Goal 4 
 
 
Develop a library program schedule that recognizes the educational needs, 

cultural interests and values of the Latino community. 

 
 
Outcome 4.1 – Latino users increase their English language skills, basic 

technology skills and information-seeking skills that allow them to communicate 

and access information, both in person and electronically. 

 
Target Audience – Latino Deschutes County Library users. 

Methods & Tools for Evidence Collection – The methods of assessment for 

this outcome are program evaluations (in survey form), tests, and 

interviews. The program evaluation is the standard library program 

evaluation, but in Spanish. The tests are a combination of English 

Language Proficiency Assessments, tasks observable by the instructor, 

and online information literacy assessments. Interviews are informal, 
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unstructured interviews conducted by the Bilingual Coordinator and 

program instructors. 

Recommendations for Pilot Assessment – The program evaluation for the 

educational sessions will be “transcreated” (Cuesta, 13) in Spanish during 

summer 2008. A trial of the survey will be conducted in August 2008. The 

Bilingual Coordinator will solicit informal feedback on the wording and 

questions asked from respondents. Revisions will be made in September 

2008. The tests will be piloted along a similar schedule. And interview 

questions will be honed during session in August and September 2008. 

Alternative Methods & Tools – No alternative methods are noted for this 

assessment. 

Analysis of Evidence (Data Plan) – The Bilingual Coordinator or program 

instructors will collect the data for this assessment at the individual 

programs. At least one method should be collected per session. For the 

skill assessments (tests), a minimum of ten attendees should be 

administered the respective pre-test and post-test (e.g. for a series of four 

ESL workshops, have participants take an ELPA at the beginning of the 

first class and an ELPA at the end of the fourth class). The Outreach 

Services Manager will analyze the data and prepare a summary of the 

results for the project log, staff, and Board updates.  

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

met if there is positive change from the beginning of the assessment 
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window to the end in test results (indicating increase in skills). The 

program evaluation and interview data will assist library leadership in the 

assessment of the program schedule, program instructors, and delivery 

methods. 

Result Scenarios & Decision Making Indicators – As Rubin noted, “The 

outcomes reflect the library’s contribution to a goal, but they cannot be 

attributed to the library program alone” (61). Assessment results may be 

mixed, with program content and delivery evaluations being positive, but 

skills assessments staying flat. If this is the case, the library may decide to 

change delivery methods based on the skills portion of the data plan. 

However, it will be premature to make frequent changes before a set of 

baseline data has been gathered (over the course of one-two years). 

Recommendations for Reporting – The assessment data will be reported in 

narrative and chart/graph form; it will be entered into the project log and 

given to staff and Library Board members in the program updates. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 
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Outcome 4.2 – Latino users celebrate and share their culture and heritage at the 

library through regular and special programs. 

 
Target Audience – Latino Deschutes County Library users. 

Methods & Tools for Evidence Collection – The methods of assessment for 

this outcome are program evaluations (in survey form) and interviews.  

Recommendations for Pilot Assessment – As in Outcome 4.1, the program 

evaluation for the cultural sessions will be created in Spanish during 

summer 2008. A trial of the survey will be conducted in August 2008. The 

Bilingual Coordinator will solicit informal feedback on the wording and 

questions asked from respondents. Revisions will be made in September 

2008.  

Alternative Methods & Tools – Observation is another method that could be 

used to assess this outcome.  

Analysis of Evidence (Data Plan) – The Bilingual Coordinator or program hosts 

will collect the data for this assessment at the individual programs. The 

Outreach Services Manager will analyze the data and prepare a summary 

of the results for the project log, staff, and Board updates.  

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

met if Latino users indicate an overall satisfaction with the program 

activities at the library. Additionally, user suggestions for future 
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programming and attendance growth attributed to word-of-mouth 

advertising among community members will also indicate outcome 

achievement. 

Result Scenarios & Decision Making Indicators – I predict that the 

assessment results will be positive for this assessment. Results may be 

used to tweak and improve the programming schedule at the library, but 

major changes in the outcome or strategies will not be necessary. 

Recommendations for Reporting – The assessment data will be reported in 

narrative and chart/graph form; it will be entered into the project log and 

given to staff and Library Board members in the program updates. 

Snapshots of the assessments may also be included in the library’s 

newsletter and flyers to be sent home with Latino students in the Bend-

LaPine School District. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

Goal 5 
 
 
Build, embrace, and involve a community of Latino library users and supporters. 
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Outcome 5.1 – Latino users incorporate the library into their regular schedule of 

activities; they visit consistently, not only for Latino programs or services, but also 

for library programs and services. 

 

Target Audience – Latino Deschutes County Library users. 

Methods & Tools for Evidence Collection – The methods of assessment for 

this outcome are observation, interviews, and review of existing records. 

The observations will be small scale and somewhat random. The 

interviews will be semi-structured. The review of existing records will serve 

as a quality check on the observations. (Looking at circulation of Spanish-

language materials, has the circulation increased if the observations are 

indicating an increase in regular visits? Or vice versa?) 

Recommendations for Pilot Assessment – In summer 2008, the Bilingual 

Coordinator will draft an observation schema that will involve what to look 

for, when to look for it, and how to report it (e.g., she will be hoping to 

receive feedback from the trained observers that Latino residents are 

becoming regular visitors at the library.) She will also draft a set of 

questions to ask during casual conversations with members of the Latino 

community. The questions will focus on library use and programs. 

Alternative Methods & Tools – If the blended method of assessment methods 

is not feasible because of time or personnel overload, a random sample 

survey could also be considered. 
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Analysis of Evidence (Data Plan) – The Bilingual Coordinator will collect the 

data for this assessment at individual programs and on a monthly basis for 

the observation and records review components. The Outreach Services 

Manager will analyze the data and prepare a summary of the results for 

the project log, staff, and Board updates.  

How Assessors Will Know the Outcome Has Been Met – Like Outcome 4.2, 

this outcome will be met if Latino users indicate an overall satisfaction with 

the program activities at the library. Observations of greater numbers of 

repeat Latino visitors, staff members being able to greet Latino users by 

name and vice versa, and increased circulation of Spanish language 

materials all factor into this assessment as well. 

Result Scenarios & Decision Making Indicators – I predict that this will be one 

of the hardest outcomes to assess. And the difficulty will increase as the 

success of the community building increases. Less overt enthusiasm may 

be viewed as a negative assessment point, but in reality it may indicate a 

greater success in incorporating the library into the social fabric. Library 

leadership will need to be cautious in the interpretation of this outcome 

assessment. 

Recommendations for Reporting – The assessment data will be reported in 

narrative and chart/graph form; it will be entered into the project log and 

given to staff and Library Board members in the program updates. 

Snapshots of the assessments may also be included in the library’s 
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newsletter and flyers to be sent home with Latino students in the Bend-

LaPine School District. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

 
Outcome 5.2 – Latino residents expand their social fabric to include the library 

as indicated by increased participation in forums, advisory councils, and library 

leadership. 

 

Target Audience – Latino Deschutes County Library users. 

Methods & Tools for Evidence Collection – The methods of assessment for 

this outcome are observation and interviews. The observations will be 

small scale and somewhat random. The interviews will be semi-structured. 

Recommendations for Pilot Assessment – Like Outcome 5.1, the Bilingual 

Coordinator will draft an observation schema that will involve what to look 

for, when to look for it, and how to report it in summer 2008. She will also 

draft a set of questions to ask during casual conversations with members 

of the Latino community. The questions will focus on library use and 

programs. 
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Alternative Methods & Tools – A survey would be an alternative method of 

assessment for this outcome. 

Analysis of Evidence (Data Plan) – The Bilingual Coordinator will collect the 

observation and interview data for this assessment at on a monthly basis. 

The Outreach Services Manager will analyze the data and prepare a 

summary of the results for the project log, staff, and Board updates.  

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

met if Latino users increase their interaction with the library as 

stakeholders, not just users. (A possible long-range outcome is that the 

Library Board includes a Latino member.) This increased interaction will 

be measured by observation of the Bilingual Coordinator and the Outreach 

Services Manager. Additionally, interviews with Latino community leaders 

may provide data to corroborate the observed outcome.  

Result Scenarios & Decision Making Indicators – The results on this outcome 

may not indicate success. Many of the articles on Latino Outreach 

highlight the close-knit nature of the Latino community and its strong 

support of the Catholic Church and religious organizations. The library 

may not succeed at this outcome in the first phase of assessment. This 

may lead the library leadership to revise strategies for Latino community 

leadership development. 

Recommendations for Reporting – The assessment data will be reported in 

narrative and chart/graph form; it will be entered into the project log and 
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given to staff and Library Board members in the program updates.  

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

Goal 6 
 
 
Organize and contribute to an informal network of social service agencies that 

assist new and migrant Latino community members with transitional issues. 

Create an information portal for communication among and about that network. 

 
Outcome 6.1 – Library staff members increase their awareness of social 

services and agencies serving the Latino community; they develop contacts and 

connections and share them with other staff, agencies, and the Latino 

community. 

 
Target Audience – Deschutes Public Library staff. 

Methods & Tools for Evidence Collection – The methods of assessment for 

this outcome are observation and review of existing records. The 

observation component will involve small-scale observation of staff 

members as they use, contribute to, and share the online resource 

database for Latino services. The review of existing records requires 
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monitoring of the resource database. 

Recommendations for Pilot Assessment – The Outreach Services Manager 

will draft an observation plan that will involve what to look for, when to look 

for it, and how to report it in summer 2008. She will also create a rubric for 

review of the database records. These drafts will be used informally during 

the creation of and training on the database. Modifications will be made as 

needed before the collection period begins. 

Alternative Methods & Tools – No alternative methods for collecting 

assessment data about this outcome are identified. 

Analysis of Evidence (Data Plan) – The Bilingual Coordinator will collect the 

observation and interview data for this assessment at on a monthly basis. 

The Outreach Services Manager will analyze the data and prepare a 

summary of the results for the project log, staff, and Board updates.  

How Assessors Will Know the Outcome Has Been Met – This outcome will be 

met if library staff members increase their recommendation of appropriate 

Latino service agencies when asked questions about transitional or 

community services. The resources database will also be an indicator of 

the achievement of this outcome. Quantitative targets should not be set 

(e.g., “will add one resource per month”) because the community has a 

small, fixed number of community agencies. However, attention to the 

database, regular maintenance of records, and regular use can point to 

ongoing networking between staff and community members.  
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Result Scenarios & Decision Making Indicators – Since the community does 

have a small, fixed number of Latino services and agencies, it is difficult to 

make a prediction about this outcome. 

Recommendations for Reporting – The assessment data will be reported in 

narrative and chart/graph form; it will be entered into the project log and 

given to staff and Library Board members in the program updates. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, and the 

Bilingual Coordinator will be responsible for the planning, deployment, 

analysis, and reporting of the assessment.  

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

 
Outcome 6.2 – Latino library users bring new Latino community members to the 

library for basic help with transitional questions and issues. 

 

Target Audience – Latino Deschutes County Library users  

Methods & Tools for Evidence Collection – The methods for this assessment 

are a review of existing records and interviews. The records tool is a 

tracking sheet for information and reference desk staff members. The 

interviews are unstructured, casual conversations between the Bilingual 

Coordinator or other staff and regular Latino library users. 
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Recommendations for Pilot Assessment – The DPL Outreach Services 

Manager will spend approximately one hour each on two Saturday 

afternoons working with the front-line staff, modeling tracking sheet use, 

and addressing implementation concerns. The interview questions, while 

not formal, should be somewhat standardized. A simple format can be 

developed during summer 2008. 

Alternative Methods & Tools – A simple survey could be substituted for the 

tracking sheet, if desired. 

Analysis of Evidence (Data Plan) – The analysis of this outcome evidence will 

be numeric and narrative in nature and will be compiled monthly by the 

Outreach Services Manager. It will consist not only of the numbers of 

questions and users asking them, but also of anecdotes about specific 

requests for information or introductions of new community members. 

How Assessors Will Know the Outcome Has Been Met – For the first 

assessment year, this outcome will be met if there is at least one question 

per two-month period asked of the library staff by new residents or their 

friends and family. Once this baseline data is collected, the library may 

choose to set more substantial targets in following years. 

Result Scenarios & Decision Making Indicators – Because of the low 

threshold for the first year, I predict that this outcome will be met and no 

additional decisions will need to be made based on the indicators.  
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Recommendations for Reporting – A running tally of Latino resource 

requests/introductions by month will be kept in the project log. A chart of 

the data will be included in regular staff and Board updates on the project. 

A narrative highlight of unique stories or visits will supplement the 

statistical data. 

Responsible Parties – Josephine Caisse, Outreach Services Manager, will be 

responsible for the planning, deployment, analysis, and reporting of the 

assessment. She will be assisted by the Bilingual Coordinator. Front-line 

staff will be responsible for the data collection. 

Timeline – Assessment data will be collected, compiled, and analyzed monthly 

from October 2008 to October 2009. 

Timeline for Continuous Assessment 

 As mentioned in the introduction to the previous section, the first year of 

this project will be the baseline data collection year. The data about Latino 

resident library usage and the regularly updated population estimates and 

census figures will allow the Outreach Services Manager to set measurable 

targets for the following years. 

 Those targets will be incorporated in the continuous assessment cycle, 

which will begin October 2009. The project includes six goals, with a total of 11 

outcomes. The outcomes are grouped in natural clusters that could be evaluated 

on a quarterly basis each year. This would make ongoing evaluation more 

manageable for the limited number of staff involved. For example: 
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Group One – Evaluate Fourth Quarter 2009 and subsequent years 

Outcome 1.1 – Latino community members demonstrate awareness of 
library services and resources by visiting the library for the first time. 

Outcome 1.2 – Latino community members request library cards and 
make repeat visits to the library. 

Outcome 1.3 – Latino community members ask both reference and 
resource questions at the library. 

Outcome 2.1 – Latino library users successfully navigate both the physical 
and digital library spaces. 

 
Group Two – Evaluate First Quarter 2010 and subsequent years. 
 
Outcome 3.1 – Library staff members communicate with and assist Latino 
library users in Spanish. 
 
Outcome 4.1 – Latino users increase their English language skills, basic 
technology skills and information-seeking skills that allow them to 
communicate and access information, both in person and electronically. 

Outcome 4.2 – Latino users celebrate and share their culture and heritage 
at the library through regular and special programs. 

Outcome 5.1 – Latino users incorporate the library into their regular 
schedule of activities; they visit consistently, not only for Latino programs 
or services, but also for library programs and services. 

 
Group Three – Evaluate Second Quarter 2010 and subsequent years 
 
Outcome 5.2 – Latino residents expand their social fabric to include the 
library as indicated by increased participation in forums, advisory councils, 
and library leadership. 
 
Group Four – Evaluate Third Quarter 2010 and subsequent years 
 
Outcome 6.1 – Library staff members increase their awareness of social 
services and agencies serving the Latino community; they develop 
contacts and connections and share them with other staff, agencies, and 
the Latino community. 
 
Outcome 6.2 – Latino library users bring new Latino community members 
to the library for basic help with transitional questions and issues. 
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Reflection 

As with each section of this project, I realized how much more I don’t know 

as compared to what I do know. The issue of visual observation of an ethnic 

group sent me in search of literature on the subject. Very little exists to guide this 

type of evaluation. While I am not suggesting racial profiling or stereotyping and 

we are only gathering casual usage estimates and usability opinions, I would like 

to find some clear guidance on the topic. 

I also need to redo my time commitments for the project overall to include 

more time for assessment if I want to near Rubin’s recommended 10-20% of 

project resources (75). 

And, overall, I realize just how much there is left to learn, even at the end 

of the final component of the plan. Jo Caisse and I have been communicating 

throughout the project and she has provided helpful planning documents and 

feedback. The process of putting this ‘mock’ plan together has helped me 

appreciate even more the huge challenges ahead for her and her staff. From my 

own visits to the library and observations of its children’s programs, they are 

poised to succeed at the task. 

Conclusion 
 

The Deschutes Public Library is positioned to fill the gaps in information 

needs for its Latino community. In addition to the outcomes that bolster the 

library mission and goals, the increased collaboration with other community 

agencies strengthens the community as a whole. 
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