
   A visit to library is like opening gifts 
under a Christmas tree – you never 
know what treasure you will find! 
– Library user, 2020 survey
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Library goals
Frankston City Libraries’ Library Action Plan 2021-2026 is a statement  
about what the library believes, values and can do for the Frankston 
community in the next five years. We have five key goals.

GOAL 

1
Accessible  
for all

Onsite, online and in the community, 
we strive to ensure that everyone 
who wants to access our library 
services can do so at a time and  
in a place that suits them.

GOAL 

2
Welcoming 
community 
spaces

We always welcome you with a 
smile. Our libraries are known as 
inviting and engaging spaces  
that stimulate your senses and 
encourage you to come again. 

GOAL 

3
Excellent  
customer  
experience

We put the customer at the centre 
of every decision we make and 
every action we take.

GOAL 

4
Something  
for everyone

Whatever you want to read,  
watch, learn or do – on your own  
or together – there are so many 
ways that our collections, programs, 
resources and staff can help you to 
create your own story.

GOAL 

5
A strong  
voice for our 
community

Frankston City is our community.  
We passionately believe that our  
libraries make a difference in the  
lives of people who live in, work in  
and visit our City.

About us
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Frankston City
The City of Frankston is located on the eastern 
shores of Port Phillip Bay about 40km south of the 
Melbourne CBD. The Bunurong peoples are the 
traditional custodians of the land.

The municipality covers an area of about 131 km2 
from the Seaford Wetlands in the north, to 
Frankston South in the south and the Western 
Port Highway in the east. The western boundary 
of the city is made up of 11km of pristine coastline. 
The City is strategically placed as the major 
retail, employment, cultural, professional and 
administrative service centre for the Mornington 
Peninsula and the south east growth corridor of 
Melbourne. Frankston is recognised for its natural 
reserves, vibrant lifestyle and growing business, 
arts, education and health sectors. The City’s 
population is estimated to grow from around 
144,600 in 2020 to 163,600 in 2041 (+13.1%). The 
City’s population:

• is ageing, with relatively high proportions  
of people aged 50 years and above

• has a high proportion of people born in  
Australia, with relatively low cultural or  
language diversity

• has a low but increasing proportion of the 
population with tertiary qualifications

• has some areas of high socio-economic status 
and others of high disadvantage.

Frankston City Libraries
Frankston City Libraries (FCL) delivers library 
services through its network of three library 
branches, five service points, outreach and home 
library services, and the library website and app.

Frankston Library is the City’s largest library, and 
is located near Council’s administration buildings 
and the Frankston Arts Centre in Playne St. The 
other two library branches are in the northern 
part of the City at Carrum Downs and Seaford. 
Library outreach points are at Langwarrin, 
Karingal, Frankston North, Frankston South and 
Frankston railway station. The three branches are 
open and staffed for a total of 150 hours per 
week, including evenings and weekends.

FCL has a membership of more than 60,000 
residents. Each year the libraries host around 
350,000 branch visits and 300,000 visits to the 
library website. FCL has a physical and digital 
collection of more than 180,000 items and makes 
740,000 loans of books, magazines and DVDs and 
70,000 loans of ebooks and digital resources 
each year. There are more than 30,000 
participants in library programs annually, 60,000 
computer bookings and increasing use of free 
library wifi services.

FCL has an annual operating budget of 
approximately $4.2M and around 50 full-time 
and part-time staff (approx. 31 FTE).

Frankston  
City Libraries

  A good public library is an invaluable resource in any community.  
The fact that anyone of any income level can have free access  
to books, magazines, films, music, etc. is to be treasured.   
- 2020 Library survey 

About us
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Contemporary libraries  
in a community context 

21st century libraries
Contemporary libraries are a powerful 
representation of a community’s strength and 
aspirations. Books, magazines, DVDs and 
reference resources for people of all ages, 
backgrounds and interests are still the core of a 
modern library service. They are now 
complemented by ebooks and other digital 
resources that enhance access to the library 
collection. Early years’ literacy programs attract 
thousands of pre-schoolers and their families to 
the library every year, with other library programs 
supporting youth, adult and English language 
literacy, recreational reading, digital inclusion, 
social connections, job seeking and cultural and 
lifestyle pursuits. The modern library is a place to 
meet, to connect, to learn, to work and to relax.

Public libraries are one of the most popular, 
well-loved and productive forms of public 
investment. On average, 30-40% of the 
population use library services every year. 
Customer satisfaction ratings are consistently 
among the highest of all Council services, and 
research shows that Victorian public libraries 
deliver an average return of $4.30 in community 
benefits for every $1 invested.1 

A universal service – open and accessible to all, 
onsite and online – public libraries have the 
capacity to change lives and communities in 
many different ways, by supporting:

• Literacy and lifelong learning

• Digital inclusion

• Stronger and more creative communities

• Personal development and wellbeing

• Informed and connected citizens

• Economic and workforce development.

Frankston City Council’s  
vision for the future
Frankston City’s vision as the lifestyle capital of 
Victoria2 is driven by a commitment to a planned, 
liveable, well-governed and well-managed City. 
Its strategic priorities include a focus on 
community engagement, health and wellbeing, 
a sustainable natural environment and 
enhanced employment, education and 
economic outcomes. Frankston City Libraries 
contribute to these objectives by supporting an 
active and engaged community with equitable 
access to information, services and resources.

FCL are also central to the Frankston Arts & 
Culture Strategic Plan 2020-2023, which envisions 
the Frankston community as vibrant and active 
participants in literature and the arts. The Plan 
anticipates a revolution in library practice and 
use with:

• new and progressive engagement 
opportunities for library users

• support for improved literacy levels within the 
community

• welcoming hubs where all members of the 
community feel free to attend, participate  
and create.

Similarly, FCL makes an active contribution to 
achievement of the City’s Health and Wellbeing 
Plan 2017-2021 by providing access to health 
information and resources that empowers 
self-management of individual and family 
wellbeing, facilitating social inclusion and 
supporting equitable access to community  
and cultural activities.

About us

1.   The Value of Public Libraries in Victoria, SGS Economics and Planning, 2017, https://www.sgsep.com.au/maps/2018/
victoria-value-of-public-libraries/#.

2.  Frankston City Council Plan 2017-2021.
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Responding to community input
In 2020 FCL conducted a survey of library users. 
More than 2,200 people responded, giving their 
feedback on the services offered, their satisfaction 
with the library service and suggestions for future 
improvement of the service. The major issues 
raised by library customers through the survey 
related to:

• fees and charges (which has already  
been acted on by Council)

• longer opening hours

• the look and feel of the library buildings

• the standard of the collection

• parking at Frankston Library.

Additional suggestions included improvements to 
borrowing processes, purchase of ebooks, 
opening of return chutes, wifi and computer 
services, expanded programs and the library 
website and app. These and other ideas from 
library customers have been incorporated into 
development of this Library Action Plan.

A new post-COVID normal
The COVID-19 global pandemic dramatically 
influenced the way people think about social 
gatherings and accessing community-based, 
retail, recreational and commercial services. FCL 
and other public libraries were agile and 
innovative in responding to the challenges of 
COVID and demonstrated their ability to continue 
to service and support the community – in 
different ways, in person and online – to reduce 
social isolation and promote learning and 
educational opportunities. The changes in 
community attitudes and library capability create 
a ‘new normal’ for library planning beyond 2020.

  We love sharing in Story Time, and 
having a space to go no matter 
the weather that doesn’t cost us 
but is filled with entertainment.  
- 2020 Library survey 

About us

  A place you can go sit down 
inside and nobody asks you  
to buy anything.  
- 2020 Library survey 
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Our approach
Our approach to planning and delivery of library 
services reflects Council’s community values and 
our commitment to professional standards.

• We are welcoming, friendly, approachable and 
attentive

• We are respectful of all people, inclusive and 
culturally safe

• We strive to deliver library services that our 
customers want in ways the customers want

• We deliver what we promise

• We are flexible when we can and clear when 
we can’t

• We are innovative, collaborative and future-
focused

• We develop and display our knowledge, skills 
and professional attitude

• We are accountable and encourage feedback.

Indicators of success
Our success in achieving these goals will be seen 
in increased use of library services, activation of 
library spaces, customer satisfaction and 
operating efficiency. The more people who use 
Frankston City Libraries, the greater the impact 
on our community.

We will monitor the following indicators:

• library membership as a % of the City’s 
population

• library visits per capita

• library loans per capita

• attendance at library programs per capita – 
especially attendance at early years’ literacy 
programs and social programs for adults

• customer satisfaction – especially satisfaction 
with library facilities and customer service

• turnover of physical and digital collection items

• staff satisfaction

• feedback from community and Council 
partners

• community awareness of and support for 
library services.

Priority actions
The Library Action Plan has been developed by 
the Library Team drawing on:

• their own professional knowledge and 
experience

• data on the demographic profile of the City of 
Frankston community and forecast growth in 
the population

• community feedback from the 2020 Library 
Survey

• insights from the experience of COVID-related 
library closures during 2020

• knowledge of local and global trends in 
provision of contemporary public library 
services

• a 2021 review of Frankston City Libraries and 
benchmarking against industry standards.

The following tables identify priority actions 
against each of the Plan’s 5 key goals. 
Responsibility for implementation of the actions 
is identified within nominated timeframes. FCL will 
develop an annual Business Plan each year to 
monitor, update and provide more detail on 
actions taken to achieve these goals.

Library Action Plan
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Accessible  
for all
 

 

Onsite, online and in the community, we 
strive to ensure that everyone who wants  
to access our library services can do so  
at a time and in a place that suits them.

GOAL 

1  
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ACTION TIMING STATUS MEASURE

1.1   Develop and implement a 
communication plan to 
increase community and 
stakeholder awareness of  
and use of library services

2021 • Number of physical library visits

• Number of e-resource downloads

• Number of social media and website 
engagement

• Number of active library users

• Number of Library App users

1.2   Implement the  
recommendations of  
the Opening Hours and  
Roster reviews

2021 • Opening hours reviewed and 
implemented in line with community 
needs

• Team rosters amended in line with 
industry standards and service needs

1.3   Examine use of alternative 
library models to increase 
community access:

 -  transition Seaford Library to  
a 24/7 ‘open library’ model

 -  deploy book vending 
machines and/or library 
lockers in high traffic  
community spaces

2025

2023

• Alternative library models reviewed, 
considered and implement as 
required

• Increased community access to 
library  
resources

1.4   Increase library visibility  
and signage at all locations

2022 • Improved signage that is consistent 
with the library brand

1.5   Maintain and enhance online 
and digital service  
access via the library  
website and app

Ongoing • Launch of new library website and 
library app

• Library website updated as required

• Library App updated as required

Accessible for allGOAL 

1
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Welcoming  
community 
spaces
 

 

We always welcome you with a smile. Our libraries 
are known as inviting and engaging spaces that 
stimulate your senses and encourage you to  
come again.

GOAL 

2
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ACTION TIMING STATUS MEASURE

2.1   Establish a full-service mid-
size library at Langwarrin with 
the capacity to service a 
catchment of approximately 
30,000

2025 • Project scoping undertaken

• Budget sought and approved

• Community consultation undertaken

• Langwarrin Library established

2.2   Examine options for redesign of 
Frankston and Carrum Downs 
Libraries to make better use of 
the available spaces and make 
them more inviting and 
engaging for library customers

2022 • Visual merchandiser engaged and 
space planning completed

• Budget sought and approved 

• Tender process undertaken

• Redesign of library branches 
completed

2.3  Liaise with Community Centres 
in shared spaces to provide 
greater access to community 
spaces (e.g. Carrum Downs 
Library, Seaford Library)

2022 • Liaise with internal Council 
departments to identify opportunities 
for increased access

• Additional community spaces 
available for the public

Welcoming community spacesGOAL 

2

   When we moved to this area 10 years 
ago the first thing I did was join the 
library. I have read hundreds of books 
since and I find everyone there helpful, 
friendly and patient.  
- 2020 Library survey  
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Something  
for everyone

 

 

Whatever you want to read, watch, learn or 
do – on your own or together – there are so 
many ways that our collections, programs, 
resources and staff can help you to create 
your own story.

GOAL 

3
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Something  
for everyone

ACTION TIMING STATUS MEASURE

3.1   Develop and deliver programs 
that support early years 
literacy, adult literacy and 
digital literacy in the Frankston 
community

Ongoing • Review community survey and 
demographics to determine needs

• Number of programs and events 
undertaken

• Delivery a diverse range of learning 
and literacy programs for the 
community

3.2   Implement the Frankston City 
Libraries Collections Strategic 
Framework 2020-2025

2022 • Framework implemented and 
evaluated

3.3   Promote Frankston as a ‘City of 
Readers’ with a collection that 
responds to community 
interests and needs

2023 • Team Professional development 
completed 

• Displays undertaken in libraries

• Collection promoted through the 
website and social media

• Requests taken to respond to the 
community’s interests and needs

• Continue to represent Frankston City 
at the Reader Development Special 
Interest Group

3.4  Improve the status, scope and 
accessibility of the History and 
Heritage collection and 
promote the resources 
available

2025 • Update of archive module in Spydus

• Investigate funding opportunities for 
innovative local history software 
packages

• Increased usage and access of local 
history collection, events and 
programs

3.5   Implement the 
recommendations of the 
Acquisitions and Collections 
review to streamline collection 
operations

2022 • Recommendations implemented

• Collections operations streamlined 
and processes made efficient

Something for everyoneGOAL 

3
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Excellent  
customer  
experience

 

 

We put the customer at the centre of every 
decision we make and every action we take.

GOAL 

4
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ACTION TIMING STATUS MEASURE

4.1   Develop and implement a 
Customer Service Charter that 
puts customer interests and 
needs at the centre of all 
decision-making, processes 
and behaviours

2021 • Review the need for a Library specific 
Customer Service Charter

• Ensure Library Team upholds the 
Council Customer Service Promise

4.2   Conduct customer and 
community surveys every  
two years to inform service 
improvement

2022, 
2024

• Community Surveys undertaken by an 
independent library expert

• Findings communicated to Team and 
Community 

• Actions reviewed and undertaken and 
communicated to the Community

Excellent customer experienceGOAL 

4

  That I can access books, also I think  
it is a great place to connect with 
people, the staff have always been 
friendly, you leave feeling uplifted.  
- 2020 Library survey 
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A strong  
voice for our 
community
 

 

Frankston City is our community. We 
passionately believe that our libraries 
make a difference in the lives of people 
who live in, work in and visit our City.

GOAL 

5
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A strong  
voice for our 
community

ACTION TIMING STATUS MEASURE

5.1  Work toward per capita library 
funding at or within 5% of the 
Victorian average

Incremental 
to 2025

• Library funding increased and spent 
in line with community needs

5.2   Adopt a planning approach 
that sees development of 
annual business plans under 
the umbrella of a multi-year 
strategic plan that reflect 
Council’s community 
objectives and PLV’s strategic 
priorities

From 2021 
Annual

• Annual Business plans developed, 
adopted, implemented and 
evaluated

5.3  Use population data and 
community profiles in 
development of collections, 
programs and facilities

Annual • Population data sourced each year

• Liaise with Councils Social Policy and 
Planning Team

• Services reviewed in line with data

5.4  Strengthen partnerships and 
collaborative relationships with 
other Council business units 
and local community 
organisations to enhance 
service access, efficiency and 
outcomes 

Ongoing • Continue to build internal Council 
relationships

• Participate in the development of 
Council wide plans

A strong voice for our communityGOAL 

5

  I love the atmosphere of the library; 
always warm and welcoming.  
- 2020 Library survey 

Library Action Plan 2021-2026  |  17Library Action Plan 2021-2026  |  17



Contact us
Frankston City Libraries 
60 Playne Street 
Frankston  VIC  3199

03 9784 1020 
libraryenquiries@frankston.vic.gov.au

Connect with us

  Facebook

  Instagram

  YouTube

 

mailto:libraryenquiries%40frankston.vic.gov.au%20?subject=
https://www.facebook.com/FrankstonCityLibraries
https://www.instagram.com/frankstoncitylibraries/
https://www.youtube.com/channel/UCKD2wIEWhgza3X9XcI5j3Cw
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