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The library supports community
members in living enriched lives
by connecting them to learning
opportunities throughout their
lifetime in an equitable and
inclusive way.

GOALS

ensuring diversity, equity, and inclusion in
collections, programs, and services.

Ensure community-wide digital literacy
by providing access to technology and
support that results in conﬁdence and
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INTRODUCTION & CONTEXT
The Nashua Public Library (NPL) is located in the city of Nashua in Hillsborough County, New
Hampshire, serving a population of approximately 90,000. NPL has a 57,000 square foot facility
along the Nashua River, and, prior to the pandemic (2019), circulated over 429,000 items
annually. Nashua’s population is increasingly diverse, particularly in the youngest generation,
with over 44% of Nashua school students reported as nonwhite and over 50 languages
represented.
This plan represents the overall strategy for NPL over the next three years and is presented to
the Board of Trustees for approval in January 2022. Upon approval, library staff will finalize an
activity plan to support the overall strategy and evolve while working toward goals. Staff will
regularly review progress toward meeting plan goals and report to the Board.
The planning process was inclusive and enlightening. NPL remains committed to the community
and the core library services they provide. We are excited about the focus this plan will bring
through 2024. The Board met to discuss and review current library offerings and to bring clarity
about the future direction of services, programs, and facilities. The library hopes this plan
inspires growth and change over the next three-plus years that lead to increased impact in the
community.
The library engaged in a strategic planning process with assistance from consultant Amanda E.
Standerfer from Fast Forward Libraries. The Planning Team included:
•
•
•
•
•
•
•
•

Mary Ellen Carter, Information Services Librarian
Katharine Gatcomb, Supervisor, Youth Services
Jenn Hosking, Assistant Director
Elena Kolbenson, Office Manager
Padmaja Kunapareddy, Trustee
Linda Laflamme, Trustee
Carol Luers Eyman, Programming and Marketing Librarian
Jennifer McCormack, Director

The Planning Team met several times during the strategic planning process starting in July 2021
to ensure momentum and give input on various aspects of the process. The Planning Team
played a vital role in developing the community survey and final plan documents.
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PLANNING PROCESS AND DATA HIGHLIGHTS
In order to create a cohesive, actionable plan, the Board and staff reviewed a wide variety of
existing data, conducted a Community Survey and a Teen Survey, and gathered input from
staff/Board through surveys and an environmental scan and SOAR analysis. A series of virtual
and in-person community focus groups were held with 35 community members attending, and
6 community members also participated in interviews. The Community Survey was completed
by 428 community members, and the Teen Survey was completed by 10 teens; both surveys
were key for understanding current NPL strengths, services valued by the community, and
areas of focus for future growth. Feedback from all evaluations indicated the desire for NPL to
deepen community partnerships through more outreach services, add resources in more
languages as well as more diverse programming, improve awareness of services, and expand
access to cultural and technological opportunities. Staff and board feedback further highlighted
the need to update some aspects of the facility such as outdoor lighting, HVAC, and teen/tween
spaces.
At the October retreats, Board and staff members reviewed process learning and narrowed
strategic directions and goals. Staff focused on possible activities to achieve the plan goals. The
retreat sessions brought cohesion to the developing plan and allowed for the plan’s design to
emerge. The Board spent time refining the vision and mission statements at their December
2021 meeting.
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VISION
Growing a welcoming, engaged, connected community
Our vision statement articulates what we hope to achieve in our community by providing
excellent library services. We believe the library has a role in helping the community continue
to grow and welcome new people. We aspire to engage and connect people in our community
to make our community a great place to live and work.

MISSION
We enrich our community by being a safe, welcoming, and inclusive
environment to discover, connect, create, and grow.
Our mission describes how we will carry out our work as we continuously strive towards our
vision. Enriching the lives of community members is central to all that we do, and we want to
position ourselves as a hub of the community where people can learn, meet, and relax. As we
carry out our mission, we know that being a community hub goes beyond a physical building,
and we will work to create an inclusive environment wherever we are offering services and
interacting with community members. Ultimately, if the library is a safe, welcoming, and
inclusive environment, the community will know that it is the place they can go to discover,
connect, create, and grow, no matter their life stage or needs.

STRATEGIC DIRECTIONS
This plan is divided into three strategic directions:

Welcoming & Comfortable | Learning & Culture | Collaborative & Connected
During the Board and staff retreats, the discussion focused on the essential ways the library
should move forward to provide a welcoming and inclusive environment, enhance the diversity
of resources and services provided, and improve the overall awareness of the library in the
community. We also aim to provide a creative, technology-rich hub for the community that
serves to bridge the digital divide and expands access to innovative resources. Finally, we will
consider barriers to access, strengthen community partnerships, and expand communications
to aid in fundraising while including more patron and community feedback in our decisionmaking.
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GOALS, ACTIVITIES, AND MEASURES
The following graphic summarizes the strategic plan, followed by additional detail for each
strategic direction, including potential activities for each goal and possible metrics. Library staff
will draft the activity plan that will serve as an implementation guide. Regular activity updates
will be presented at future Board meetings.
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Serve as a welcoming community
gathering place for every member of the
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The library is a trusted, safe place
that is inviting, easy to use, and a
hub of community activity.

Build an informed community by

LEARNING & CULTURE
The library supports community
members in living enriched lives
by connecting them to learning
opportunities throughout their
lifetime in an equitable and
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GOALS

ensuring diversity, equity, and inclusion in
collections, programs, and services.

Ensure community-wide digital literacy
by providing access to technology and
support that results in conﬁdence and
proﬁciency.
Develop responsive programs to
support educational needs, recreational
interests, and expanded worldview.

Broaden the library’s reach and
recognition by expanding communication
and events in the community.

COLLABORATIVE &
CONNECTED
The library is integrated in the
community resulting in high
awareness, meaningful
partnerships, and
recognition of value.

GOALS

We enrich our community
by being a safe,
welcoming, and inclusive
environment to discover,
connect, create and grow.

with knowledgeable assistance.

building and grounds to update perceptions
about the library and evoke community pride.

VISION

MISSION

traditional and digital resources
Continue renovation of the library

GOALS

Growing a welcoming,
engaged, connected
community

Emphasize open and easy access to

Actively listen to and gather feedback

from the community to support the library
in responding to community needs.

Cultivate intentional partnerships

with mission-aligned organizations and
individuals seeking to enhance and empower
the community.

WELCOMING & COMFORTABLE
The library is a trusted, safe place that is inviting, easy to use,
and a hub of community activity.
The library exists to serve the community, and providing welcoming facilities is a critical part of
fulfilling our mission. We aim for our library facility and grounds to serve as a community hub
that offers valuable resources, spaces, and opportunities for all. Representing our community’s
population through expanded language resources, providing comfortable spaces inside and
outside, and expanding the paths to access for our patrons will help the library meet patrons
where they are while fostering a sense of growth and belonging.
Goals
Serve as a welcoming community gathering place
for every member of the community.

Possible Activities
• Increase staff language knowledge
through training
• Find ways to deepen relationships
with patrons

Emphasize open and easy access to traditional and
digital resources with knowledgeable assistance.

•
•

Continue renovation of the library building and
grounds to update perceptions about the library
and evoke community pride.

Potential Measures of Success
• Increased understanding of patron
demographics and usage patterns
• Increased understanding of patron tech
needs and uses
• Increased cardholders and circulation
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•
•

•
•

Consider making fine-free
permanent
Learn more about community
barriers to access (physical and
virtual)
Finish building-needs assessment
and plan next steps
Pursue plaza renovation project

Patrons report feeling represented and
engaged
Patrons report feeling welcome and
comfortable
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LEARNING & CULTURE
The library supports community members in living enriched lives
by connecting them to learning opportunities throughout
their lifetime in an equitable and inclusive way.
NPL provides access to knowledge, information, and entertainment through a variety of
materials and services, both traditional and digital. We will expand understanding of our
patrons’ incredibly diverse needs and seek to meet them through our collections,
communications, and programs. We will strive to implement user-centered technology that
enhances traditional and emerging library services while better expanding access to those in
the community without tech access. Overall programming will better reflect the lifelong
learning needs and interests of our patrons with renewed attention to cultural inclusivity.
Goals
Build an informed community by ensuring
diversity, equity, and inclusion in collections,
programs, and services.

Possible Activities
• Translate key library brochures into
other languages
• Complete a diversity audit of
collection
• Develop more intergenerational
programs

Ensure community-wide digital literacy by
providing access to technology and support that
results in confidence and proficiency.

•

•
•

Develop responsive programs to support
educational needs, recreational interests, and
expanded worldview.

•
•

Potential Measures of Success
• Increased program satisfaction
• Increased community awareness and use
of services
• Patrons report confidence using
technology
Nashua Public Library
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•
•

Learn more about technology
availability in the community (access
and equipment)
Find ways to close tech access gaps
Develop more programming that
inspires creativity and making
Consider ways to increase social
connections and programs
Learn more about tutoring needs in
the community and seek partnerships
to address gaps

Patrons report that collections and
programs offered are inclusive of their
cultural needs
Increase in overall digital literacy skills in
the community
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COLLABORATIVE & CONNECTED
The library is integrated in the community, resulting in high awareness,
meaningful partnerships, and recognition of value.
NPL is committed to broadened community connections with valued partners. We seek to
connect with patrons across all demographics and increase awareness of library services in the
community at large. We will broaden the library’s visibility through new communications,
expanded partnerships, and new fundraising avenues. We will also collaborate with local
partners to enrich our programs and encourage a diverse culture of lifelong learning and
creativity. As a result of these efforts, the community’s understanding of the library’s overall
value will increase.
Goals
Broaden the library’s reach and recognition by
expanding communication and events in the
community.

Possible Activities
• Determine a regular schedule for
pop-up library services in
communities with low cardholder
penetration

Actively listen to and gather feedback from the
community to support the library in responding
to community needs.

•

•
•

Cultivate intentional partnerships with missionaligned organizations and individuals seeking to
enhance and empower the community.

•
•
•

Potential Measures of Success
• Patron feedback and increased overall
library usage indicates success of refined
communications and outreach
• The library is more readily recognized as
a key resource in the community
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•
•

Consider a patron communication
platform to actively track patron
engagement
Regularly invite elected officials to
visit the library
Implement post-program surveys
Create partner assessment to ensure
mutually beneficial partnerships
Develop annual partner plans to
guide mutually beneficial work
Investigate opportunities for
fundraising

Partnership evaluation shows increased
connections with new partners and
deepened connections with others
Increased fundraising and advocacy
efforts
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NEXT STEPS
Grow
After this plan is adopted by the Board, staff will complete the activity plan to guide
implementation. Implementation is a continual process, and the timing of certain activities will
be determined by priority and influenced by various factors, such as patron comments about
community-initiated programming and about barriers to access. Review and adjustment of the
activity plan will happen on a regular basis.
Evaluation of the plan will be ongoing once the plan implementation is underway.
Measurements for each goal will vary, and some activities will be best evaluated by collecting
data through patron and community surveys. Other activities will be evaluated based on
information collected in-house such as circulation, usage statistics, and program participation.
Some goals will be met by creating deliverables, like plans for community partnerships and
fundraising. Continued reporting of successes and challenges will ensure that the library is
transparent about progress and open to community feedback.
The library commits to a comprehensive review and update of this plan at its completion. This
plan will move NPL significantly forward by guiding next steps on plans for an increasingly
welcoming and comfortable library, ensuring diverse and inclusive collections and programs,
and expanding community connections to improve awareness of and access to our services.
This plan is an investment in the future of the library as a growing and central asset of the
community.
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Nashua Public Library
Learning Report
Submitted by Amanda E. Standerfer, MA, MLIS,
Sarah Forbes, PhD., and Kristin Traniello
October 2021

Introduction and Community Profile
The Nashua Public Library is located in the city of Nashua, New Hampshire, the county seat of
the most populous county in New Hampshire, Hillsborough. The City of Nashua sits 45 miles
Northwest of Boston, at the confluence of the Merrimack and Nashua rivers. Its history of
European settlers dates back to the 1600s, and it was originally home to the indigenous
Pennacooks tribe. The city was named “Best Place to Live in America” by Money magazine
twice. The library serves a population of approximately 90,000 people. NPL offers programs and
services from its 57,000 sq. ft. building on the edge of the Nashua River. The new Riverwalk
Renovation project will revitalize the area behind the library and hopefully bring more people
by foot to the location.
The COVID-19 pandemic greatly impacted the library’s usage in all categories. Below is a
snapshot of some key library statistics, not including visits and computer use since that data
was impacted by reduced library hours for most of the fiscal year.
FY2019
Total checkouts
Digital checkouts
Database usage
Library visits
Public computer use

429,250
76,004
53,979
277,488
21,912

FY2021
314,598
123,004
37,153

In adjusting to the COVID pandemic, NPL turned to virtual programming and book pick-up
options for public safety. Patrons have applauded NPL’s efforts and commitment to safety
during the pandemic.
Patrons list NPL as one of the great reasons to live in Nashua. People love living in Nashua
because of its recreation, education, and increasing diversity. The population has a slightly
higher rate of people with bachelor’s degrees and graduate and professional degrees than the
national average.

Nashua Public Library
Learning Report – October 2021

1

US CENSUS
Population 25 years and older
Less that 9th Grade
9th-12th Grade, no diploma
HS or Equivalent
Some College
Associates Degree
Bachelor’s Degree
Graduate or Professional Degree

US
NH
NASHUA
224,898,568 979,750
64062
4.80%
2%
3%
6.60%
4.70%
5.2%
26.90% 28.10%
26.6%
20.00% 17.80%
20.1%
8.60%
9.9%
8.3%
20.30% 22.90%
22.5%
12.80% 14.70% 14.30%

Since 2010, the Hispanic population has increased from 9% of Nashua’s population to 12.7%,
the Black and African American population has increased from 1.4% of Nashua’s population to
2.5%. The rate of people identifying as two or more races has jumped from 1.1% to 3.2%. This
increase in racial diversity has inspired the city’s “Welcoming Initiative,” which calls for all
stakeholders of the community to weave diversity, equity, and inclusion activities into their
work, so that everyone feels like Nashua can be there home. As seen below, Nashua represents
much more racial diversity than New Hampshire as a whole. Non-white students at Nashua
Public Schools make up 44.7% of the school population.
US CENSUS
American Indian/Alaskan Native
Asian
Black
Hispanic
Pacific Islander
White
Two or More Races

US NEWS & WORLD REPORT
American Indian/Alaskan Native
Asian or Pacific Islander
Black
Hispanic
White
Two or More Races
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US
1.30%
5.90%
13.40%
18.50%
0.20%
60.10%
2.80%

NH
NASHUA
0.3%
0.10%
3.00%
8.40%
1.80%
4.10%
4.00% 12.70%
0.00%
0.00%
89.80% 73.20%
1.80%
3.2%

NASHUA PUBLIC SCHOOL
DISTRICT
0.10%
9.40%
3.70%
26.20%
55.30%
5.30%
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Compared to the rest of the state, Nashua has a much higher percentage of people who speak
English “less than ‘very well’.” According to a Nashua Telegraph article from 2019, over 50
languages are spoken in Nashua Public School District, the most common being Spanish and
Portuguese, and Telugu, Vietnamese, Tamil and Arabic being significantly represented. Patrons
have suggested that NPL offer more ELL programming and expand their foreign language
collections and marketing.
US CENSUS
Speaks English less than "very well"

US
NH NASHUA
8.20% 2.5%
7.1%

The City of Nashua’s strategic plan “Imagine Nashua” hopes to increase the quality of life in
Nashua through economic opportunities, affordable housing, and positive health outcomes
among others. The NH Coalition to End Homelessness reported that 778 Nashua residents
identified as unhoused during 2020. The state’s Point-in-Time count of unhoused people
jumped 21% from 2019-2020. While Nashua’s poverty level is below the national, but above the
state average, the recent increase in unhoused individuals calls for action.
US CENSUS DATA
Population
Median Age
Median Household Income
Homeownership
Housing Value
Below Poverty Level
Average Household Size
Average Family Size

US
328,239,523
38.5

NH
1,359,711
43.0

NASHUA
89,355
39.7

$ 65,712
64.10%
$ 240,500
11.40%

$ 77,933
71.00%
$ 281,400
7.30%

$ 78,284
56.50%
$ 285,900
9.3%

2.61
3.23

2.44
2.98

2.34
3.03

Nashua’s unemployment rate is over 50% higher than the state average and slightly higher than
the US average. This could exacerbate housing issues.
US CENSUS
Unemployment Rate

US
NH NASHUA
4.50% 3%
4.8%

Nashua has a larger rate of “new adults” than the state or nation. This population is
traditionally difficult for libraries to serve unless they have children, but given the statistics
below, investing in programming for “new adults” may bring great returns to NPL.
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US CENSUS
Total population
20 to 24 years
25 to 29 years
30 to 34 years

US
NH
NASHUA
328,239,523 1,359,711 89,356
6.5%
6.2%
8%
7.1%
6.3%
7.6%
6.8%
6.2%
8.6%

Additional demographic data can be found in the Appendix of this report.
Environmental Scan
An environmental scan considers the broader context in which an organization exists and
identifies key issues that potentially impact the future of the organization. To kick off the
Library’s strategic planning process, elements of the environmental scan were identified during
sessions with staff and library trustees in August 2021 and are summarized below.
•

•

•

•

•

•

Political: Political polarization has caused concerns regarding opposition to library
COVID policies and collection and programming choices, particularly regarding racism
and LGBTQ issues. The decrease of trust in civic institutions makes it harder for the
library to serve the community. Local government has de-prioritized funding the library,
so strengthening that relationship may be a worthy investment.
Economic: The city, and library’s, budget instability frequently came up in discussion.
The lack of affordable housing and the increase in unemployment creates many
challenges for library patrons and the broader Nashua community.
Social: Nashua is proud of its diverse population, and this diverse population needs
access to resources around immigration, refugee status, English-language learning, and
education. During the COVID-19 pandemic people have become more isolated, and the
ability for civil dialog and tolerance has decreased. Technology has brought many
people together, but it creates its own challenges regarding online learning and social
media (misinformation, social siloing, etc.). Mental health issues appear to be
increasing, as does the need for more support of people with disabilities.
Technological: Rapid technological change necessitates constantly evolving digital
literacy requirements, staff training, and resources for updated technology at the
library. People have expectations for more digital resources and programming,
especially since the COVID-19 pandemic. Misinformation and cyber-bullying are among
many challenges patrons face online.
Legal: The library must continue to consider first amendment rights, privacy rights, and
copyright law, particularly how these rights and laws shift are complicated with
technological change and government regulation. Pandemic-related regulations must
also be considered.
Library Sector: Libraries provide essential access to resources and are increasingly seen
as one of the few physical community spaces left in towns. The library sector has had to
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face budget cuts, decreased patronage due to online access, and a lack of public interest
and trust. Because of this, libraries have seen high staff turnover and low wages.
Libraries are also still suffering from a lack of diversity on their staffs and among their
patrons. Many libraries are trying to provide more opportunities for people to connect
with social services, educational opportunities, and cultural community activities. They
are including in their collections “Libraries of Things,” and increasing their outreach
efforts.
SOAR Analysis
A SOAR analysis (strengths, opportunities, aspirations, and results) narrows the focus from an
environmental scan to consider the organization specifically. This exercise helps identify
potential directions to explore during the strategic planning process. SOAR elements were
identified during sessions with staff and library Trustees in August 2021 and are summarized
below.
•

•

•

•

Strengths: The library has a strong relationship with community members; staff care
about patrons and are responsive to their needs. Library programming and services like
books clubs, author readings, back-to-school events, museum passes, and ILL are
beloved by patrons. Library leadership are respected and effective. There is a culture of
collaboration among the staff.
Opportunities: The library could reach more of the community through outreach
initiatives and expanded programming and collections. There is a need for more virtual
offerings due to the pandemic. More citizen courses, language learning clubs, and job
support would help many community members. The library should actively seek to
increase the diversity of its staff and patrons and support DEI initiatives with bias
trainings and diversity audits.
Aspirations: Become a place where everyone in the community feels welcome
regardless of what language they speak or their socio-economic status. Maintain great
facilities, renovate the plaza, expand hours, and consider building a branch. Retaining
great staff will increase the library’s positive impact. Connecting with families will create
lifelong learners and a pipeline of patrons. Offer more resources for digital literacy,
mental health, addiction, and homelessness.
Results: If the library can achieve its goals, usage will increase, and community members
will support the library through more funding and involvement. Patrons and staff will be
more diverse. Library staff will be leaders in the community with whom other
institutions seek partnerships. The library will be a safe space where people of all ages
learn and find community throughout their lives.
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Community Survey
As part of their strategic planning process, the Nashua Public Library (NPL) conducted a
SurveyMonkey survey to learn more about their patrons: what they value about the library’s
collections, services, programs, and spaces, and what they would like to see from the library in
the future. A total of 428 community members completed the survey (including two responses
from a Spanish survey).

Do you have a card from the Nashua Public Library?
100%

94.39%

Percent of Respondents

80%

60%

40%

20%

4.21%

1.40%

0%
Yes
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How often do you use the library, its services, or attend a
library program on average?

Percent of Respondents

100%
80%
60%
40%

29.27%

31.62%

28.10%

20%
6.09%

4.92%

0%
Daily

•
FINDINGS:
•

Weekly

Monthly

Less than once a
month

Never

A majority of respondents (94%) have a Nashua Public Library card,
with over one-third of respondents (35%) using the library at least
weekly.
Two-thirds of respondents (67%) use the library at least monthly.
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How satisfied are you with each of the following library
services?
Customer service

4.51

Interlibrary loan

4.16

Online services

4.11

Internet access

4.08

Physical book collections

4.08

Meeting and study rooms

4.07

Library website

4.05

Photocopiers / Scan Stations

4.04

Print from Anywhere service

4.00

Adult programs

3.99

Computers and printers

3.98

Books by Mail

3.97

Digital collections

3.93

Audiovisual collections

3.93

Space to charge my phone

3.90

Children's programs

3.89

Magazine collections

3.88

Newspaper collections

3.79

Hours of operation

3.66

Laptops to borrow

3.64

Teen programs

3.61

Building and grounds

3.56

Comfortable space to read/use a computer

3.47
1.00

1.50

2.00

2.50

3.00

3.50

4.00

4.50

5.00

Average Rating
Very Dissatisfied (1) - Very Satisfied (5)
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•
FINDINGS:

•

Respondents are most satisfied with customer service, interlibrary
loan, and online services.
Respondents are least satisfied with teen programs, the building and
grounds, and comfortable spaces to read or use a computer.
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Respondents who don't use or don't know about the
following library services.
Books by Mail

92.65%

Laptops to borrow

92.18%

Space to charge my phone

85.58%

Print from Anywhere service

85.34%

Teen programs

84.06%

Newspaper collections

75.66%

Photocopiers / Scan Stations

73.05%

Computers and printers

71.23%

Magazine collections

69.58%

Children's programs

66.75%

Internet access

66.27%

Meeting and study rooms

51.54%

Interlibrary loan

48.35%

Audiovisual collections

48.00%

Comfortable space to read/use a computer

45.86%

Digital collections

41.27%

Adult programs

34.36%

Online services

24.06%

Physical book collections

12.62%

Library website

8.02%

Hours of operation

7.80%

Building and grounds

6.86%

Customer service

6.57%
0%

20%

40%

60%

80%

100%

Percent of Respondents
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How satisfied are you with the Nashua Public Library
overall?

Percent of Respondents

100%

80%

60%
43.19%
40%

20%

39.44%

13.85%

0.94%

2.58%

Very Dissatisfied

Dissatisfied

0%

FINDINGS:

•

Neutral

Satisfied

Very Satisfied

A majority of respondents (83%) are satisfied or very satisfied with
the library overall.
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How important are each of the following library services to
you?
Borrowing physical materials

3.63

Library website

3.52

Online services

3.43

Homebound services

3.31

Children's programs

3.20

Interlibrary loan

3.19

Internet access

3.18

Library outreach events in the community

3.12

Borrowing digital materials

3.11

Adult programs

3.06

Reading areas

2.94

Teen programs

2.94

Community meeting rooms - large groups

2.90

Reference

2.89

Meeting rooms - small groups

2.80

Photocopiers / Scan Stations

2.62

Computers or printers

2.59

Newspapers and magazines

2.58

Help using computers, printer, etc.

2.56

1.00

1.50

2.00

2.50

3.00

3.50

4.00

Average Rating
Not Important (1) - Very Important (4)
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•
FINDINGS:

•

The most important services are borrowing physical materials, the
library website, and online services.
The lease important services are computers or printers, newspapers
and magazines, and help using computers, printer, etc.

How do you find out about services and events at the
library? (Check all that apply.)
Library website

76.37%

Email newsletter

43.91%

Library social media

39.38%

Flyers in the library

36.52%

Library staff

23.87%

Social media shared by a friend

13.84%

From a friend or neighbor (word of mouth)

12.17%

Digital display in the library

7.64%

Print calendar

6.68%

Newspaper

5.25%

Other (please specify)

2.63%

Local access TV

0.95%
0%

20%

40%

60%

80%

100%

Percent of Respondents

Other ways you find out about services and events at the library:
• Main desk, in-person visits
• Public schools
•
FINDINGS:

A majority of respondents (76%) find out about library services and
events through the library’s website. Just under half (44%) find out
through the email newsletter.
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•

Less than 10% of respondents are finding out about library services
and events through digital displays in the library, print calendar,
newspaper, and local access tv.

What do you like most about the library?
• Respondents raved about the friendly, knowledgeable, and dedicated staff.
• Regarding collections, respondents were very happy with the wide-range of books
offered for all ages. Respondents felt like the collections represented a diversity of
interests and viewpoints. Respondents also like how seriously NPL orders requested
books.
• eBooks were almost as popular as regular books for respondents. Respondents
appreciated the ease of checking them out on Libby and Hoopla.
• Multiple respondents wrote about how they love to browse the books with their
family members. Other appreciated the available newspapers, CDs, movies, DVDs,
large-print books.
• Regarding programs, respondents applauded both children’s and adult programming.
• For children, respondents appreciated the story times, children’s room, summer
reading programs, and craft classes.
• For adults, respondents appreciated the candidate forums, concerts, tax help with
AARP, computer classes, genealogy research support, adult craft and cooking classes,
and Book Sales
• Museum passes are a popular offering for everyone to enjoy.
• Multiple respondents noted about how accessible the library made its resources. The
website is easy to use for making online reservations and book requests.
• Libby, Hoopla, and Kanopy are popular tools for e-resources.
• Respondents also appreciate ILL and homebound book services.
• Respondents were thrilled about how the library adapted during COVID-19.
Respondents love the curbside pickup option (especially families with small kids).
Respondents appreciated that NPL suspended fines, offered Zoom programming, and
put a lot of effort into social media and outreach.
• Respondents like access to technologies like printers and computers.
• Respondents felt like the NPL tries to treat and serve everyone equally.
• Regarding facilities, respondents enjoy the library building. They find it clean,
comfortable and relaxing. They like the location and the layout. They especially
appreciate the study spaces, children’s room, meeting rooms, and outdoor event
areas.

Nashua Public Library
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How could the library or its services be improved?
• Many respondents wanted free parking, or at the very least a return to traditional
meters. They find the Kiosk difficult to use, and inaccessible for people without smart
phones.
• Respondents also wanted to feel safer in the parking lot. This could mean adding
additional lighting and making sure that people are not using drugs in the area.
• Regarding facilities, respondents want a clean, safe and comfortable place to read
and connect with the community. Suggestions ranged from adding a café and more
comfortable seating (inside and outside), to updating the plaza and keeping the
grounds clean from drug paraphernalia. One respondent suggested playing more
ethnic music and other respondents suggested a larger bathroom and fewer
electronics in the kids’ area.
• Respondents overwhelmingly want a larger and more diverse selection of eBooks in
the collection. In the physical collection, people want more CDs (jazz, classic rock,
blues), classic movies, and large-print books. Expanding non-fiction, new fiction, Sci-Fi
& Fantasy books was suggested by multiple respondents. People also would like
access to the Daily Telegraph online and newspapers.com. One respondent wanted
fewer LGBTQ books for teens. Another is hoping for more archives.
• Regarding programming, respondents see a gap in programming for kids grades 1-4,
teens, second language learners, and middle-aged adults. They suggest more cultural,
history, crafting, arts, comics and language programs for adults in addition to more
Apple computer classes, discussion groups and book clubs. Respondents wanted an
expansion of the museum pass program and more outdoor programming. One
respondent voiced disappointment that there are not enough craft kits for everyone
enrolled in crafting programming.
• Respondents want the library to increase their communication work. They suggest
better advertising, putting events on community calendar, more presence in the
community, more clarity about services like ILL, better signage, and more frequent
newsletters.
• Respondents want staff to be more present in library spaces beyond the circulation
desk and to be trained well in customer service.
• Respondents suggest the following to improve access to resources: Expand Friday and
weekend hours, improve website, make catalog searching easier, offer programs on
more than one day, make ILL easier, allow for more holds on Hoopla, halt automatic
deactivations of cards, record concerts and author visits to post on YouTube for those
who miss them, be fine free, offer tutorials on using ILL and e-readers, lengthen pickup time, add a used book sales rack.

Nashua Public Library
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Which of the following are topics or services that you or
your family would like to see at the library? Please check
all that apply.
Author visits

57.95%

Discussions and lectures

57.69%

Concerts

50.26%

History lectures

47.69%

Crafting and making

46.41%

Book discussions

45.13%

Local archives and history

40.00%

Book groups

37.95%

Green living

36.41%

Mental and physical health programs

33.85%

Technology programs

31.54%

Parenting group, child development programs

27.18%

Writers groups

19.74%

Homework help

18.72%

Language conversation groups

18.21%

Support for small businesses

15.90%
0%

20%

40%

60%

80%

100%

Percent of Respondents

Other topics or services you or your family would like to see at the library:
• Respondents provided the following topical suggestions: music lessons, language
learning (e.g., French, Italian, German), cooking (e.g., healthier eating, diets), diverse
groups, The Human Library Organization, nature, natural history, sustainable
gardening practices, outdoor programs, adult movie screenings, Mahjong, crochet
Nashua Public Library
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•
•

•

Respondents provided the following service suggestions: payment plan for library
card, updated genealogy programs and assistance, book sales
Respondents provided the following facility suggestions: coffee shop, less costly
parking, space for remote workers, video game stations
Respondents provided the following suggestions for children and teens: story time,
music concerts, collaboration with public school librarians, updated and cleaned
children’s area, programs for teens with ASD, Smash Bros tournaments
Respondents provided the following other suggestions: more books and eBooks,
more staff diversity
•

FINDINGS:

•

Half of respondents or more are interested in author visits,
discussions and lectures, and concerts.
Less than 25% are interested in a writer’s group, homework help,
language conversation groups, and support for small businesses.

What are some community needs that you are aware of? How can the library help meet
these community needs?
• Respondents offered the following example of needs in the community: mental
health services, addiction services, resources for homelessness, early childcare,
technology access, food security, workforce development, public transportation,
resources for children and teachers.
• To help meet these community needs, respondents suggested: better coordination
between library and community events and better communication about available
resources in the community.
• Respondents suggest the following ways to support education: curriculum and
textbooks for homeschools, school visits, reading programs, internet for students,
support for teachers, awareness about community college and other vocational
opportunities.
• Respondents suggested the following resources for children: youth mental health
services, safer outdoor play area, reading programs, and more cultural programming.
• Respondents suggested the following to support minority groups in the community:
cultural programming, materials for Latinx and Asian communities, English language
classes, programs in other languages.
• Respondents suggested the following for adult programming: tax help, new parenting
groups, local speakers, job searching, community conversations, cultural
programming about racism, local news.
• Respondents suggested the following to combat food insecurity: partner with Grow
Nashua and food banks, food accessibility and education, seed library.
• Respondents suggested the following to increase accessibility of resources: book
mobiles for nursing home and assisted living facilities, area in library for selling
donated books.
Nashua Public Library
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•

Respondents suggested the following to increase awareness of library services and
programming through placing events on community calendars.

What community collaborations do you think the library should explore to support
community members?
• Arts and Culture: Other libraries, Human Library Organization, musical concerts, local
artists, cultural events like beerfests, sports events, and farmers markets.
• Businesses: Chamber of Commerce, Home Builders Association, Downtown Nashua
district, small businesses.
• Community Centers: Churches, neighborhood groups.
• Minority Groups: Cultural and ethnic communities, ELL initiatives.
• Animals: Humane Society.
• Children: Family groups, schools, Boys & Girls Club, YMCA, teen groups.
• Social Services: Harbor Homes, HUD, sober houses, Revive Recovery, United Way.
• Civic Organizations: League of Women Voters, local political and business leaders.
• Education: Schools (elementary through university), STEM initiatives (geology and
astronomy groups).
• Health: Public Health organizations, fitness groups, mental health resources, food
banks, Grow Nashua.
• Elderly: Nursing homes, senior centers.
What activities and interests do you hope to spend more time on in the next year?
• Culture: Travel, concerts, lectures, museums, theater
• Books: Reading, book discussions, book clubs, browsing the stacks
• Skill development: Coding, learning an instrument, learning a language, learning to
roller blading.
• Homesteading: Raising animals, living “greener,” healthy cooking, gardening
• Environmental issues: Climate change, sustainability
• Education: History research, health information.
• Civic engagement: Learning about local candidates, working for political action groups
• Volunteering: With at-risk youth, people learning English, political action groups
• Making: Knitting, cooking, crafting, building cars, photography, beading, bookmaking,
crocheting, writing, sewing, quilting
• Recreation: Exercise, outdoor activities, hiking, camping, games, aikido, socializing,
yoga
What suggestions do you have for how the library can reach more people in the community?
• Better advertising: social media, cross-promotion with partners (other libraries,
schools, community colleges), targeted mailings, flyers at schools, childcare facilities,
city hall, advertise in papers (Nashua Patch, Union Leader).
Nashua Public Library
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•
•

Be in the community: Book mobile, attend local events, outreach at schools,
churches, retirement homes, info tables at central spaces (mall, grocery stores,
stadium).
Attract the community: Hold more community events and concerts.
Facilities: Increase safety, offer some free parking, expand hours, clean up grounds,
branch location.

What reasons do your family members or friends give you for why they do not use the
library?
• Facilities and Operations: Unsafe (drug use, loiterers), parking fees, lack of online
card renewal, parking too far from door, lack of cleanliness, inconvenient location,
late fees, inconvenient hours, rude staff, lack of comfortable seating.
• Collections: Not enough audiobooks and books.
• Awareness: People don’t know about services and collections.
• Lifestyle: Too busy, prefer to buy over borrow, not readers, prefer to do everything
online.
• Programs: Gap in programs and services to teens and new adults.
• Political division: View library as unbalanced, pushing liberal agendas.

What is your age?

Percent of Respondents

100%
80%
60%
40%
21.51%

21.28%
14.42%

20%

8.51%
0.47%

8.98%

9.93%

55-59

60-64

10.17%
3.31%

1.42%

0%
Under 18 18-24
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25-34

35-44

45-54

65-74

75 or
older

Prefer
not to
answer
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Do you have children 18 or under living in your home?
100%

Percent of Respondents

80%
66.82%
60%

40%

30.81%

20%
2.37%
0%
Yes

No

Prefer not to respond

What languages are spoken in your home? Please
indicate all that apply.

Percent of Respondents

100%

99.28%

80%
60%
40%
20%
5.04%

3.84%

3.60%

Other (please
specify)

Spanish

French

0.24%

0.24%

0.00%

Mandarin
Chinese

Portuguese

Swahili

0%
English

Other languages spoken in your home:
• African tribal language Ewe
• Arabic
• Cantonese
• Finnish
Nashua Public Library
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•
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•
•
•
•
•

German
Hebrew
Italian
Japanese
Latin
Malayalam
Nepali
Polish
Russian
Tamil
Telugu
•

•
•

OVERALL
COMMUNITY
SURVEY
FINDINGS:

•

•

•
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NPL has done an excellent job adapting to the COVID-19
pandemic. Many respondents would like a continuation and/or
expansion of digital collections and services (eBooks,
programming, homebound options). NPL also has an opportunity
to create better outdoor areas for programming and seating.
Parking was frequently mentioned as a downside at NPL. Many
people want different meters or free parking.
NPL provides great customer service, but some respondents
would feel more cared for if librarians offered help among the
stacks rather than always being behind desks. Some respondents
reported negative interactions with staff, but these moments can
be mitigating by clear customer service policies, staff trainings,
and accountability measures.
NPL is a pillar of the community where people seek to learn and
connect with each other. Respondents want to engage in more
cultural and arts activities like author readings, lectures, and
concerts.
The diversity of Nashua is one of its greatest strengths, and
respondents would like to see this reflected in the staff and in the
collections and programming. Hiring staff who can speak multiple
languages, providing resources and signage in multiple languages,
and partnering with local cultural organizations can connect the
library to the broader community.
Due to NPL status as a community center, respondents want to
see the library in the community more, either at cultural events
like farmers markets and sports games, or through library
initiatives like a Bookmobile. This kind of outreach can attract
new patrons, build trust, and inspire partnerships.

21

•

•

Increasing awareness of collections and services is always
challenging due to the many ways people receive information
these days. However, NPL has an opportunity to increase library
usage by better promoting offerings via social media, advertising
and cross-partnerships.
The survey found that many people feel unsafe on the library
grounds due to the drug paraphernalia. The library could put
more resources into cleaning the grounds and partnering with
organizations that offer addiction services.

Teen Survey
As part of their strategic planning process, the Nashua Public Library conducted a
SurveyMonkey survey to learn more about what teens would like from the library. A total of 10
teens completed the survey.

Do you have a card from the Nashua Public Library?
100%

100.00%

Percent of Respondents

80%

60%

40%

20%
0.00%

0.00%

No

Not sure

0%
Yes
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What are the ways you most frequently use the
library? Consider how you would normally use the library if
COVID restrictions were not in place.
To use a copier, scanner, or fax machine

4.00

To borrow books and other materials

3.67

To get information/conduct research

3.00

To hangout or meet a friend

2.00

To read

2.00

To attend a program

1.75

To use computers or Wi-Fi

1.33

To use online resources
To create with maker supplies or computer
To study
To stream or download materials

To enjoy a comfortable environment
To ask a librarian for help
To use a meeting room/study room
To use Microsoft Office
1.00

1.50

2.00

2.50

3.00

3.50

4.00

Average Rating
Never (1) - Frequently (4)
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•
FINDINGS:

Teens are using the library most frequently to use a copier, scanner,
or fax machines, followed by to borrow books and other materials.
Teens would not frequently use the library to use online resources,
to create with maker supplies or computer, to study, to stream or
download materials, to enjoy a comfortable environment, to ask a
librarian for help, to use a meeting room or study room, or to use
Microsoft Office.

If you do not use the library regularly, why not? Please
mark all answers that apply. (Please skip this question if
you answered the previous question.)
Other (please specify)

0.00%

The hours don't work with my schedule.

0.00%

I don't want to pay my fines/late fees.

0.00%

I am unable to pay my fines/late fees.

0.00%

The online resources are too difficult to use.

0.00%

The library doesn't have anything I want or need.

0.00%

I am too busy and don't have time.

0.00%

I don't know what the library has to offer me.

0.00%

Everything I want/need I can get from my phone.

0.00%

I buy my own books, magazines, movies, and music.

0.00%

I use the library at my school.

0.00%

I don't have any transportation.

0.00%

I don't know where the library is located.

0.00%

The library is too far from home.

0.00%
0%

20%

40%

60%

80%

100%

Percent of Respondents
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Please rate the following collections, services, and
programs in terms of their value to you personally.
A safe place to hangout

5.00

Study rooms

5.00

Welcoming library staff

5.00

Computers for gaming, school work, and printing

5.00

Summer Reading Program

4.33

Books on a variety of subjects/formats

4.33

Books/materials for school projects/homework

3.67

Free Wi-Fi

3.00

A place to do homework

3.00

Teen programs

2.67

Programs and materials for job seekers

2.50

Meeting rooms for use by community groups

2.50

Maker equipment

1.50

Streaming services such as Kanopy and Hoopla

1.50

Magazines in print or downloadable

1.00

A place to meet up with friends after school

1.00

Video games
Help with college/vocational/trade school…

Volunteer opportunities
Laptops to checkout
1.00

1.50

2.00

2.50

3.00

3.50

4.00

4.50

5.00

Average Rating
Not Valuable at All (1) - Extremely Valuable (5)
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•
FINDINGS:

Teen respondents find the following aspects of the library to be
extremely valuable: a safe place to hangout, study rooms,
welcoming library staff, and computers.
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Please rate the following collections, services, and programs
in terms of their value to you personally.
33.33%

Help with college/vocational/trade school applications

66.67%

33.33%

Volunteer opportunities

66.67%

33.33%

Laptops to checkout

66.67%

33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%
33.33%

Programs and materials for job seekers
Maker equipment
Streaming services such as Kanopy and Hoopla
Magazines in print or downloadable
Meeting rooms for use by community groups
Video games

66.67%

A safe place to hangout
Summer Reading Program

66.67%

Study rooms
Welcoming library staff
33.33%

Free Wi-Fi
Computers for gaming, school work, and printing

66.67%

A place to do homework

66.67%
33.33%

A place to meet up with friends after school
Teen programs
Books and materials for school projects and homework
Bestsellers/popular books on a variety of…
0%

20%

40%

60%

80%

100%

Percent of Respondents
Do not use/need this
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Was unaware that this was offered by the library
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•
FINDINGS:

•

A majority of teen respondents (67%) were unaware the library
offered help with college/vocational/trade school applications,
volunteer opportunities, and laptops to check out.
A majority of teen respondents (67%) do not use or need a safe
place to hangout, study rooms, computers, or a place to do
homework.

How satisfied are you with the Nashua Public Library
overall?

100.00%

Percent of Respondents

100%
80%
60%
40%
20%
0.00%

0.00%

0.00%

0.00%

Dissatisfied

Somewhat
Disatisfied

Neutral

Somewhat
Satisfied

0%

FINDINGS:

•

Satisfied

All of the teen respondents are satisfied with the library overall.

What else could the library do that would be interesting or valuable to you?
• Designate an area of the library for tweens and young teens
• Private school clubs
What are the best parts of living in Nashua?
• The library, Crosby's Bakery, my neighborhood and school, The Holiday Stroll, the
mall, and Mine Falls park
• Having everything around you when you need it
What are the difficulties and the challenges of living in Nashua?
• Not living very close to the beach
• Traffic on Main Street
• Climate change
Nashua Public Library
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What would make you or your friends use the library more?
• More time in my schedule
• Study areas for middle school, high school, and college students
If the library was creating a new space for teens, what would be a must have?
• Comfy chairs so you could sit down and relax/read
• Playing soft music
• Notebook for visitors to write down book recommendations
• Meet up or studying area
Please share any final feedback you’d like to give about future collections, services,
programs, and the facilities.
• Glass door for the teen space to block out distractions
• I love the library

What is your age?
100%

Percent of Respondents

80%

60%

40%

33.33%

33.33%

33.33%

11-13 - middle school

14-18 - high school

Prefer Not to Answer

20%

0%
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What languages are spoken in your home? Please
indicate all that apply.
English

66.67%

Other (please specify)

33.33%

Prefer not to answer

33.33%

Swahili

0.00%

Portuguese

0.00%

Mandarin Chinese

0.00%

French

0.00%

Spanish

0.00%
0%

20%

40%

60%

80%

100%

Percent of Respondents

Other languages spoken in your home:
• Russian

•
•
OVERALL
TEEN
SURVEY
FINDINGS:

•
•

The teen respondents appreciate access to technology like
computers and printers. To attract more teens, the library could
promote these offerings through schools and social media.
Teens use the library to study and this experience could be
enhanced with comfier chairs, soft music, and designated study
rooms that decrease distractions.
The library provides teens with a safe space to hang out and explore
materials. The teen respondents really like the staff at NPL.
Teens were unaware of many programs that they could benefit from
like laptop borrowing and help with college and vocational school
applications. The library could promote these kinds of offerings to
families with teens and at school.
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Trustee and Staff Survey Summary
For the Learning Report, we conducted a survey of Board and staff members to provide an
opportunity for initial input into the process beyond the environmental scan and SOAR analysis.
Two Board members and 19 staff members participated. Below is a summary of their
responses for each question.
What is your favorite thing about working at the library or serving on the Board?
• Public Service: helping people, learning about people’s needs, interacting with
patrons, being involved in the community, making the community better
• Relationships: Co-workers, patrons, community members
• Skill development: Problem-solving, brainstorming
• Job satisfaction: Good team, proud of the mission, good benefits, proud of the
collections

What’s working well at the library? What are we good at?
• Access: Curbside pick-up, online access to databases and materials
• Facilities: Clean, welcoming environment, updated technology
• Collections: Large collection, representative of community needs
• Programs and Services: Children’s programs, teen programs, computer and
technology classes, reference services
• Staff: Customer service, responding to patron needs, great leadership, good at
problem-solving, flexible, accommodating

What could use some improvement? What keeps you from enjoying your experience with
the library more fully?
• Facilities: Too small teen space, more lighting at night for curbside pickup, parking
inaccessibility for people with disabilities, accessible signage, inconsistent
heating/cooling.
• Collections: Need more items in the “Library of Things”, attention to physical
collection (vs virtual).
• Staff: Inter-department communication, inconsistent implementation of policies,
collaboration opportunities and team-building activities, customer service training,
more staff input on decision-making.
• Programming: Outdoor programming (when the weather allows), more elementary
and teen youth programming.
• Diversity: More DEI integrated into policies, need for native Spanish speaker on staff,
more support to BIPOC populations.
• Awareness: Knowledge of our services in the community.
Nashua Public Library
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How could the library help you better perform/succeed in your role at the library? What do
you need to be a better Board/Staff member?
• Staff: More staff for service desks, youth services and outreach, customer service and
safety trainings, professional development opportunities, cross-departmental
training, Spanish training.
• Operations: Interdepartmental communication, consistent procedures, updated
procedures, streamlined digital communication, more use of Teams by all staff,
integrate more staff input into policies, leadership transparency, consistent hours for
staff, clarity about which member of leadership can resolve certain issues.
• Facilities: Update office equipment and computers, more outdoor lighting for safety,
update HVAC system.
• Increased opportunities for board to meet with staff.

What could the library do to address unmet community needs?
• Partnerships and Outreach: Collaborating with community leaders, reaching out to
lower SES communities.
• Awareness: Better promotion about services and offerings.
• Facilities: Free parking, branch location, book drops in community, larger teen space,
safe, clean outdoor area, increase accessibility (better signage, railings), more outdoor
lighting.
• Collections: More books in foreign languages, continue developing physical collection
as well as virtual, diversity audit.
• Services: Social worker on staff, one-on-one technology help, support for people who
are houseless, more teen/YA programming.
• Staff: More diversity on staff, Spanish-speaking staff.
• Policies: Fine-free, eliminating address requirements, advocate for broadband access.
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When you consider the library's future, how important are
each of the following items?
Weaving diversity, equity, and inclusion into our work

4.52

Increasing community awareness and engagement

4.52

Planning for facility repair/restoration

4.48

Attracting more patrons

4.05

Staff or Trustee training

4

Increasing teen programs

3.95

Updating / replacing technology

3.9

Increasing adult programs

3.81

Expanding parking

3.76

Increasing digital offerings

3.7

Increasing children's programs

3.57

Fundraising

3.5

Offering more meeting space
0 0.5 1 1.5 2
Average Rating
(1) Not Important at All - (5) Very Important

•
FINDINGS:
•

2.75
2.5

3

3.5

4

4.5

5

Increasing community awareness and engagement and weaving
diversity, equity, and inclusion into the library’s work were the two
most important issues for the library’s future (4.52).
Respondents considered offering more meeting space unimportant
or neutral (2.75/5).

Any other comments you want to share related to the future of the library?
• Staff appreciate being a part of the strategic planning process.
• To retain staff, the library will need to pay more, hire more staff, and have better
diversity training.
• Continuing to work with other community organizations is important.
Nashua Public Library
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•

Improving the outside grounds would be more welcoming.
Improving the HVAC system, increasing lighting between the building and parking lot,
and continuing to have a police presence are encouraged.
“We are doing a great job!,” “We have a great and willing team.”
•

•

OVERALL
BOARD &
STAFF
SURVEY
FINDINGS:

•
•

•

Increasing the diversity of the staff and patron base is incredibly
important to staff and trustees. Community partnerships can help
build trust with community groups. Providing resources in languages
other than English can also show commitment to serving everyone
equally. Staff diversity is a long-running issue in the library sector,
but NPL can make itself an especially comfortable working
environment for BIPOC through staff trainings and updated policies.
Internal and external communications were discussed frequently in
the survey. Like community members, staff and trustees want the
community to be more aware of programs and offerings. Internally,
staff would feel more connected and motivated if they had more
frequent opportunities to meet and talk with supervisors and other
staff members, collaborate on projects, and provide input on policies
and operations.
Library staff and trustees could work more effectively if everyone
followed consistent policies and people’s roles and responsibilities
were clearer.
Library staff and trustees love working at/with NPL because of their
colleagues, the library’s mission, and the frequent opportunities to
problem-solve. Providing staff more opportunities to give feedback
about their work would increase their sense of agency.
Even more than community members, staff and trustees were
concerned with the state of the library facilities. They would like
increased lighting in the parking lot, an updated HVAC system,
cleaner grounds, and a designated teen and tween space.

Focus Groups and Interviews
In September 2021, the library held a series of virtual and in-person focus groups and
interviews with community volunteers and stakeholders. A total of 35 people participated in
the focus groups and six individuals were interviewed.
In these sessions, participants discussed why the library was important to the community and
what ways the library could improve to serve the community better. The library’s purpose as a
community meeting space with accessible resources, especially for low-income families, rose to
the top as the most important to the community. Participants emphasized the importance of
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having a safe, inclusive place where people can connect with each other without having to buy
anything. One participant called it the “heart of the community” and others called it “essential.”
On top of access to books, participants specifically noted literacy classes, guest speakers, free
tax help, job support, local information resources, e-books, children’s programs, and outreach
as some of the library’s highlights.
When asked what the library could continue to do to help the community get through COVID,
participants raved about the ways NPL has adjusted their operations and services during the
pandemic. Virtual programming, safety precautions, and book pick-up were applauded by the
participants in particular. Moving forward, participants would love NPL to increase access to
resources for homebound people and those with decreased transportation access to the library
through mobile library services or delivery. They seem opportunities for more kids and teen
programming, more book sales, partnerships with schools and other community institutions.
Some participants suggested the library help distribute food to those in need given its central
location and its mission to serve the community. NPL should also play a large role in getting
reliable health information to the public.
To encourage lifelong learning, participants’ responses centered around engaging children in
early literacy and a love of reading, creating a welcoming and comfortable space at the library,
developing arts and culture programming for many different groups, increasing access to the
library through transportation options, and promoting services and programming better. One
participant suggested giving free books in a backpack to kids going back to school; another
suggested getting kindergarteners library cards. Partnering with the Children’s Literacy
Foundation could contribute a lot of value as well. Participants suggested more comfortable
seating and the availability of coffee and water at the library to create a comfortable space.
Participants said they would spend more time at the library if there were more social,
educational and cultural offerings like movie nights, cooking demos, history programs, crafting
nights, art exhibits, author readings and language learning classes.
A couple participants emphasized the need for technology lessons and programming for the
developmentally disabled. Offering better transportation options for low-income people and
senior citizens would support stronger lifelong relationships with the library and these
communities. Many participants noted that community members have to better understand all
that the library has to offer in order for them to engage throughout their lifetimes. They
suggested more resources be put into digital marketing efforts and leveraging partnerships to
increase awareness.
Seeing the library as an essential community hub, participants had many ideas for how to reach
more people in the community. These ideas focused mostly on attracting young people, from
children to teens to early adults, as well as underrepresented minority groups. Participants
wanted the library to attract people with a more fun and vibrant environment, suggesting the
library host local musicians and artists and encourage staff to be more outgoing. The library
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could also consider hosting more programming in neighborhoods rather than at the library
building.
Participants also suggested many pathways for promoting the library’s offerings: more signs
and print flyers on Main Street, at city hall, and bus stations; digital advertising (newsletters,
social media, community calendars, etc.); partnerships with schools and local businesses;
participation in local events; being fine free; and increasing accessibility with updated facilities
and parking and more home delivery and mobile library options. Specific partnership and local
event ideas included:
•
•
•
•
•
•

Farmers Markets
Coffee shops
Breweries
Schools
Boys & Girls Club
Cultural Connections Festival

•
•
•
•
•

Art Festival
Hulman Stadium
New Art Center
Art Walk
YMCA

When asked how the library could improve their experience in person or virtually, many
participants spoke of challenges with the parking kiosk and the limits on eBook apps like Libby
and Hoopla. Participants with children wanted more family friendly facilities and programming.
One parent said it was challenging to manage multiple accounts in the family, so they wish that
children’s accounts could be linked to parent accounts. Another participant wanted a virtual
pay option for any fines, while others asked for a fine free policy. Multiple participants noted
that materials were not always on the shelf where they should be. Updates to the facility and
plaza for accessibility and aesthetic purposes were also suggested. Curbside pick-up is a good
option to continue for those with small children or mobility issues. The handicap parking space
is currently too far from the front door.
Other ideas for bettering patron experience included outdoor programming, current news and
academic resources, tutorials on basic library services like ILL and website, ELL classes, reading
nooks, audio/video creation booth, and meeting spaces. Despite the room for improvement,
many of the library’s positive features were mentioned in the conversation, like the bike repair,
USB solar charging, sculptures, new book displays, and open concept in the downstairs.
When nearing the end of the focus group sessions and interviews, participants were asked
about any other suggestions they would like to give the library. Many of these suggestions
revolved around connecting community members with social services; increasing the
cleanliness and safety at the library; and reaching young community members through school
partnerships and digital promotions. Many participants took this moment to reflect on what
they love about the library: it’s welcoming feel, all the books, and its potential for community
connections.
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At the end of the discussions, participants were asked which three words they would use to
describe the library to someone visiting the community. Their answers included:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Forward-thinking
Welcoming
Accessible
Current
Computer-friendly
Active
Friendly
Inclusive
Innovative
Progressive
Connected
Outreach
Fundraising
Easy to use
Organized
Thriving
Adaptable
Beautiful
Diverse
Convenient
Interesting
Fun

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Multimedia
Heart of our community
Vibrant
Community – driven
Inspiring
Amazing
Helpful
Cheerful
Bright
Technology
Anchor
Community
Comfortable
Partner
Equitable
Resilient
Educational
Positive
Influence
Cool
Indispensable

Other Community Organization Strategic Plans
Nashua is a beautiful city that has ranked high on many national media outlets’ “Best Places to
Live” lists. The City is currently finalizing their strategic plan “Imagine Nashua,” but drafts of the
plan include top priorities of Redevelopment Opportunities, Housing, Transportation, Economic
Development, Natural Resources, and Arts and Culture. The city is looking at these goals
through the lens of sustainability and climate change. One way the city plans to fulfill these
goals and increase the quality of life is by expanding and renovating the Nashua Riverfront. The
city hopes the investment in the riverfront will improve health outcomes, support local artists,
and increase civic engagement through cultural events and programming, among other goals.
The library’s location on the riverfront can make it a key destination for community members
looking for a safe space to learn, work and play. As the riverfront renovations are completed in
the next few years, the library could co-develop programming with the city that showcases the
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potential of the riverfront. For example, the library could work with the public health
department for programming about exercise’s benefits for physical and mental health given the
health department’s strategic priority to support behavioral health and weight management.
One of Nashua’s mayor’s strategic initiatives is the Welcoming City Initiative, “a communitywide effort to expand prosperity and inclusion for all residents by implementing policies and
practices that promote understanding and an appreciation of diversity.” Many staff and
community survey respondents gave suggestions for how the library could better support a
diverse community. These included ELL classes, programming in Spanish and other languages,
and more books and resources written in foreign languages, among others. Given that the
mayor has called on all organizations in the community to support diversity, the Welcoming City
Initiative could be the ongoing occasion for the library to seek resources for and partner with
organizations to enhance the lives of minority groups and non-English speakers.
In their 2019-2024 Strategic Plan, Nashua School District outlines the following priorities for
community members: “improving work-readiness programs and activities (job talks,
internships, apprenticeships, etc.), improving school safety, improving social or mental health
resources for students, addressing and preventing bullying, and increasing course offerings that
are relevant to college/career opportunities.” Under their strategic goals section, the district
says it aims to “strengthen existing partnerships with organizations in the Nashua community
and develop new partnerships that foster CTE internships, social work, parent, and health
outreach.” Given that respondents of the staff, board and community surveys emphasized the
need for the library to better support teens, the library could provide many programs and
services in partnership with the schools. They might be internship opportunities, tutoring
programs, social and mental health resources for families, and/or college prep support like
coding classes, writing support, ELL, and test preparation support. In addition to the school
district, partnering with The Youth Council on mental health support for teens may strengthen
the network even more.
The young people of Nashua will enter the workforce after their schooling, and NPL can be
there to help. Multiple community organizations are focused on supporting workforce
development in the area. The Chamber of Commerce sponsors a program called iUGO focused
on “working to retain and energize the 20-40-year-old (and young-at-heart) aged workforce of
Greater Nashua” through “innovative action, social engagement, community building,
professional development, and opportunities to give back.” To fill the gap in programming for
new adults identified in surveys, the Chamber of Commerce could be a great partner for
programming that encourages lifelong learning, skill development, job preparation and more.
Despite Nashua’s high employment and education rates, homelessness, substance abuse, and
food insecurity still persist. Thankfully, Nashua City has highlighted housing as a priority in their
“Imagine Nashua” strategic plan with the goals to increase affordable housing for people in all
life stages. Addressing the short-term houselessness crisis, Harbor Care is a coalition of
community programs that support unhoused people with housing, healthcare, and substance
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abuse support. Given that many survey respondents observed many unhoused persons
spending time at NPL, as well as observing evidence of drug use on the grounds (drug
paraphernalia), NPL could work more closely with Harbor Care (including Harbor Homes, Inc
and Keystone Hall) to connect people in need with valuable resources. Perhaps Harbor Homes
and NPL could sponsor a resource fair, especially during times when families may be coming to
the library to receive free lunches and food support. Another idea could be office hours with a
social worker at the library, sponsored by Harbor Care.
On top of Harbor Care’s programs, The United Way of Greater Nashua also offers a variety of
programs to support economic mobility and health. The Grow Nashua program promotes food
education and access to combat food insecurity. They could be a great partner for educational
programs about food systems and equity issues. The Nashua Prevention Coalition aims to
“prevent and reduce substance use in youth by increasing awareness, education, and
community involvement.” In 2015, 71 Nashua high school students had tried heroin, so the
library could make a big difference by providing safe spaces and educational programming for
teens with guidance from the NPC.
Nashua is a vibrant community with engaged citizens who want to solve the social problems
they see. Leveraging partnerships with individuals and organizations in the community will help
NPL make an even bigger positive impact on the lives of Nashua residents.

Resources Reviewed:
•

•
•
•
•

•

•

City of Nashua, Greater Nashua Public Health Advisory Council, Public Health
Accreditation Board’s Greater Nashua Health Improvement Plan:
https://nashuanh.gov/DocumentCenter/View/15740/2018-2021-Greater-Nashua-CHIP--Online-Format?bidId=
City of Nashua’s “Imagine Nashua”, Citywide Plan for Nashua:
https://imagine.nashuanh.gov/documents/
City of Nashua’s Mayor’s initiatives:
https://www.nashuanh.gov/660/Mayors-Initiatives
Chamber of Commerce, iUGO:
https://iugonashua.com/
Harbor Care 2020 Annual Report:
https://static1.squarespace.com/static/5e498ce4647539551e1cd2fa/t/606f4f1b41b78b
05a96fe181/1617907486840/Harbor-Care-2020-Annual-Report.pdf
Nashua Public Schools Strategic Plan 2019-2024:
https://www.nashua.edu/cms/lib/NH50000505/Centricity/Domain/196/NSD%20Strateg
ic%20Plan%202019-2024%207-29-19.pdf
Nashua Riverfront Project:
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•

https://courbanize.com/projects/nashua-riverfront/information
United Way of Great Nashua Community Initiatives:
https://unitedwaynashua.org/home/our-work/
• Grow Nashua Annual Report: https://b8fa94bd-d4c5-4fe8-814aa4012affef75.filesusr.com/ugd/b0aa01_616335e7d92f47e28d83de84efc562f1.p
df
• Nashua Prevention Coalition Page: https://unitedwaynashua.org/home/ourwork/community-initiatives-fiscal-agency-partnerships/nashua-preventioncoalition/
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Appendix: Community Data
US CENSUS DATA
Population
Median Age

US
NH
NPL
328,239,523 1,359,711 89,355
38.5
43.0
39.7

Median Household Income
Homeownership
Housing Value
Below Poverty Level
Below Poverty Level (Children under 18)

$ 65,712
64.10%
$ 240,500
12.30%
16.80%

$ 77,933
71.00%
$ 281,400
7.30%
7.10%

$ 78,284
56.50%
$ 285,900
6.6%
5.6%

Average Household Size
Average Family Size

2.61
3.23

2.44
2.98

2.34
3.03

Age Distributions
US CENSUS DATA
Total population
Under 5 years
5 to 9 years
10 to 14 years
15 to 19 years
20 to 24 years
25 to 29 years
30 to 34 years
35 to 39 years
40 to 44 years
45 to 49 years
50 to 54 years
55 to 59 years
60 to 64 years
65 to 69 years
70 to 74 years
75 to 79 years
80 to 84 years
85 years and over
US CENSUS DATA
Total population
Under 5 years
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US
NH
NPL
328,239,523 1,359,711
89,356
1940,4835
64200
5047
19690437
67001
3677
21423479
76710
4702
21353524
87386
4712
21468680
84664
7156
23233299
85938
6765
22345176
84792
7642
21728259
79575
5299
20186586
79410
5627
20398226
86043
5214
20464881
96086
6465
21484060
110803
6312
20984053
103956
5860
17427013
83687
4538
14148548
68363
4300
9759764
43087
2617
6380474
29143
1821
6358229
28867
1602
US
NH
NPL
328,239,523 1,359,711
89,356
5.9%
4.7%
5.6%
41

5 to 9 years
10 to 14 years
15 to 19 years
20 to 24 years
25 to 29 years
30 to 34 years
35 to 39 years
40 to 44 years
45 to 49 years
50 to 54 years
55 to 59 years
60 to 64 years
65 to 69 years
70 to 74 years
75 to 79 years
80 to 84 years
85 years and over

6%
6.5%
6.5%
6.5%
7.1%
6.8%
6.6%
6.1%
6.2%
6.2%
6.5%
6.4%
5.3%
4.3%
3%
1.9%
1.9%

4.9%
5.6%
6.4%
6.2%
6.3%
6.2%
5.9%
5.8%
6.3%
7.1%
8.1%
7.6%
6.2%
5%
3.2%
2.1%
2.1%

4.1%
5.3%
5.3%
8%
7.6%
8.6%
5.9%
6.3%
5.8%
7.2%
7.1%
6.6%
5.1%
4.8%
2.9%
2%
1.8%

Diversity
US CENSUS
Total Population
American Indian/Alaskan Native
Asian
Black
Hispanic
Pacific Islander
White
Two or More Races

US
328,239,523
2,236,348
18,427,914
40,596,040
60,481,746
565,473
196,789,401
8,303,331

NH
1,359,711
4,079
40,791
24,475
54,388
0
1,221,020
24,475

NPL
89,355
89
7,506
3,664
11,348
0
65,408
2,859

US CENSUS
American Indian/Alaskan Native
Asian
Black
Hispanic
Pacific Islander
White
Two or More Races

US
1.30%
5.90%
13.40%
18.50%
0.20%
60.10%
2.80%

NH
0.3%
3.00%
1.80%
4.00%
0.00%
89.80%
1.80%

NPL
0.10%
8.40%
4.10%
12.70%
0.00%
73.20%
3.2%
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Marital Status
US CENSUS
Total (Ages 15+)
Never Married
Married
Separated
Widowed
Divorced

US
267,720,772
90,772,666
127,501,726
4,850,069
15,307,078
29,289,233

NH
1,151,800
347,248
581,719
16,138
64,138
142,557

NPL
75,930
25,776
35,962
1,820
4,062
8,310

US CENSUS
Total (Ages 15+)
Never Married
Married
Separated
Widowed
Divorced

US
267,720,772
33.95%
47.70%
1.80%
5.65%
10.90%

NH
1,151,800
30.15%
50.51%
1.40%
5.57%
12.38%

NPL
75,930
33.95%
47.36%
2.40%
5.35%
10.94%

Income
US CENSUS
Total Households
Less than $10,000
$10,000-$14,999
$15,000-24,999
$25,000-$34,999
$35,000-$49,999
$50,000-$74,999
$75,000-$99,999
$100,000-$149,999
$150,000-$199,999
$200,000 or more

US
122,802,852
7,118,907
4,940,584
10,160,835
10,305,222
14,668,172
21,328,725
15,752,484
19,302,919
8,802,761
10,422,243

NH
541,396
21,114
16,783
35,190
36,814
59,553
91,496
76,337
101,241
49,808
53,057

NPL
37,474
1,312
1,312
1,724
3,148
4,385
6,221
5,096
7,607
3,710
2,885

US CENSUS
Total Households
Less than $10,000
$10,000-$14,999
$15,000-24,999
$25,000-$34,999
$35,000-$49,999
$50,000-$74,999
$75,000-$99,999

US
122,802,852
5.80%
4.00%
8.30%
8.40%
11.90%
17.40%
12.80%

NH
541,396
3.9%
3.1%
6.5%
6.8%
11.0%
16.9%
14.1%

NPL
37,474
3.5%
3.5%
4.6%
8.4%
11.7%
16.6%
13.6%
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$100,000-$149,999
$150,000-$199,999
$200,000 or more

15.70%
7.20%
8.50%

18.7%
9.2%
9.8%

20.3%
9.9%
7.7%

US CENSUS
Civilian Labor Force (16+)
Employed
Unemployed
Armed Forces
Not in Labor Force

US
166,274,373
158,758,794
7,515,579
1,227,361
96,032,427

NH
758,102
735,493
22,609
1,829
377,385

NPL
55,156
52,512
2,644
27
19,759

US CENSUS
Civilian Labor Force (16+)
Employed
Unemployed
Armed Forces
Not in Labor Force
Unemployment Rate

US
63.10%
60.20%
2.90%
0.50%
36.40%
4.50%

NH
66.70%
64.70%
2.00%
0.20%
33.20%
3.00%

NPL
73.60%
70.10%
3.50%
0.00%
26.40%
4.80%

US CENSUS-BELOW POVERTY
LEVEL
All People
Under 18 years
18 to 64 years
65+ Years

US
12.30%
16.80%
11.50%
9.40%

NH
7.30%
7.10%
7.60%
6.20%

NPL
6.60%
5.60%
6.90%
6.50%

Housing
US CENSUS
Homeownership Rate
Housing Units

US
64.10%
139,686,209

NH
71.00%
642,298

NPL
56.50%
38,819

US CENSUS
Total Households
Married Couple family
Cohabitating Couple
Male Householder
Female Householder

US
122,802,852
58,370,842
8,056,993
22,363,118
34,011,899

NH
541,396
273,682
47,716
94,071
125,927

NPL
37,474
16,355
2,972
8,758
9,389

Householder Living Alone
65+ Householder Living Alone

34,752,631
13,983,306

149,666
62,309

11,887
4,362

US CENSUS
Total Households

US
122,802,852

NH
541,396

NPL
37,474
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Married Couple family
Cohabitating Couple
Male Householder
Female Householder

47.50%
6.60%
18.20%
27.70%

50.60%
8.80%
17.40%
23.30%

43.60%
7.90%
23.40%
25.10%

Householder Living Alone
65+ Householder Living Alone

14.15%
5.70%

27.64%
11.5%

31.72%
11.64%

US CENSUS
Total Households
Households with a computer
Households with a broadband
internet subscription

US
122,802,852
114,062,649

NH
541,396
507,444

NPL
37,474
35,494

106,099,330

4,183,116

34,673

US CENSUS
Total Households
Households with a computer
Households with a broadband
internet subscription

US
122,802,852
92.90%

NH
541,396
93.70%

NPL
37,474
94.70%

86.40%

89.20%

92.50%

Education
US CENSUS
Population 25 years and older
Less that 9th Grade
9th-12th Grade, no diploma
HS or Equivalent
Some College
Associates Degree
Bachelors Degree
Graduate or Professional Degree

US
224,898,568
10,874,685
14,743,856
60,482,353
44,914,086
19,381,937
45,730,479
28,771,172

NH
979,750
19,331
46,341
275,105
174,078
96,658
224,636
143,601

NPL
64,062
1,897
3,360
17,064
12,863
5,327
14,393
9,158

US CENSUS
Population 25 years and older
Less that 9th Grade
9th-12th Grade, no diploma
HS or Equivalent
Some College
Associates Degree
Bachelors Degree
Graduate or Professional Degree

US
224,898,568
4.80%
6.60%
26.90%
20.00%
8.60%
20.30%
12.80%

IL
979,750
2.00%
4.70%
28.10%
17.80%
9.90%
22.90%
14.70%

NPL
64,062
3.00%
5.20%
26.60%
20.10%
8.30%
22.50%
14.30%
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Language
US CENSUS
Population 5 years and over
English Only
Spanish
Other Indo-European languages
Asian/Pacific Islander languages
Other languages

US
308,834,688
241,032,343
41,757,391
10,973,317
11,465,631
3,606,006

NH
1,295,511
1,186,886
35,694
43,956
21,946
7,029

NPL
84,309
65,660
8,438
4,726
4,521
964

Speaks English less than "very well"

25,464,167

32,378

5,983

US CENSUS
Population 5 years and over
English Only
Spanish
Other Indo-European languages
Asian/Pacific Islander languages
Other languages

US
308,834,688
78.00%
13.50%
3.60%
3.70%
1.20%

NH
1,295,511
91.6%
2.80%
3.40%
1.70%
0.50%

NPL
84,309
77.90%
10.00%
5.60%
5.40%
1.10%

Speaks English less than "very well"

8.20%

2.5%

7.1%

Disabilities
US CENSUS
Total Civilian Noninstitutionalized Population
Ambulatory Difficulty
Cognitive Difficulty
Hearing Difficulty
Independent Living Difficulty
Self-Care Difficulty
Vision Difficulty

US
41,089,958
20,843,415
15,797,245
11,495,247
14,690,563
8,004,156
7,467,040

NH
176,261
79,919
69,944
49,159
58,051
25,582
25,969

NPL
10,734
5,143
4,456
2,028
4,356
2,355
769

US CENSUS
Total Civilian Noninstitutionalized Population
Ambulatory Difficulty
Cognitive Difficulty
Hearing Difficulty
Independent Living Difficulty
Self-Care Difficulty
Vision Difficulty

US
12.70%
6.90%
5.20%
3.60%
5.90%
2.60%
2.30%

NH
13.10%
6.20%
5.50%
3.70%
5.30%
2.00%
1.90%

NPL
12.10%
6.1%
5.30%
2.30%
6.00%
2.80%
.90%
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