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Abstract

Thismixed method qualitativeesearchaims to analyse the role of social medigCanadiarurban
public libraryresilience during the COHI® pandemic.

Facebook and Twittesocial media contentvas collected from a sample tfn urbanpublic librares
across Canada analyse how librariesaverespordedand adaptedo the closure of library
buildingswith minimal prior noticethroughtheir use of social mediduring this pandemicThe
researchobjectivesincludeanalysis ofhe value of social medias a platfornto providecommunity
outreachand engagemencrisis managementealth literacyand suort of mental healthduring
this challenging time of change.

Analysis of the data waserformed using a combination of template coding, open coding and
sentiment analysis

The data and findings from this research provide an insight to the potential of social media as a
strategic and valuable resource for public libraries. In additionrésearch outcomemay support
crisis management policy planning for public libraries.

Keywords

Public Librariessocial media, COWI®, CommunityOutreach Health LiteracyCrisis Management
Mental Health

1 Introduction

The outbreak of the COD® coronavirusiasdissoled our perception of normalyt, imposing
globalrestridions onmoverment of citizens andlosuresof businessesThe momentum with which
the virus spread required world leaders to implement disaster management fhiemsgh
mandatoryquarantines with minimal warning for citizens, eliminating any opporturfity
preparation.The impacis unprecedented in our lifetimeausng widespread anxiety, fuelled by the
uncertaintyregarding treatment oCOVIBEL9 disease and the lack of a cud the time of writing
this research projectit is still unknown what theutcomes will be in terms afuration, death toll,
political, economicand societalamificationsof this coronavirus pandemic.

Managingchange is not new for public librarids. planning and delivering relevant library programs
and services within the comunity, public libraries apply a local lens to evolving wider social trends,
anticipating the current and future needs of their patrons through open discourse within the
community they serve. Embracing change is the how libraetsn their value.

The dosure ofmostpublic librag buildings has greatly restricted access to tipbiysical resources
and thisdisruptionhas created newhallenges for librar staffin providing support within their
communities.The rapidshut down nationwidedue to Govid-19 provides favourable research
conditions, as all libraries have been operating under the same quarantine restrictions and within
the same time frame, creating the opportunity for comparative studies.



Librarianshave been forcedo think differently aboutwhat the needs of their community are, given
these changes, angow public libraries caserve their communities usirgjgital resourcessuch as
social mediain new and creative ways.

Despitethe role of social media being considered as peripheral ormptiomentary to public
librarianship (Choi and Harper 2019); how public libraries use social media has been quite
thoroughly researched in terms of the content of social media posts, marketing and promotion of
library activities and resourceand user engagment

This mixed method research analg$®w public libraries are using social media to support and
engage with patrons during this pandemnildhe research is focused time social media conterdn
Facebook and Twittesf ten urban public libraries acro$3anadaComparative ontent analysis was
performed with the use of é&emplate coding schemeeveloped in a previous study by Joo, Choi and
Baek (2018)Further open coding was thepplied to enable argsis of the research objectives
under current panderic conditiors.

Theoutcomesfrom this research provide ansightto the potentialvalue ofsocial media as a
strategic and valuable resource for public librayesd practicalmplications for increased
engagementn social media use are discuss&te research identifies social media strategies which
librarians may consider when planning fmrtreachcommunications and future library servicés
addition, thefindingsmay supportrisis management planning for public libraries

1.1 ResearchAim
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disturbances resulting from hazards by persevering, recuperating or changing to
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definition of resiliene in An Emergency Management Framework for Canada
(2017).

In these unprecedented times, public libydruildings have been closed and physical resources are
inaccessible, leaving libraries dependent on digital resources. As such, social media has Ipecome a
invaluable tool in enabling librarians to engage and support their local communities in this time of
crisis.

Thisresearch aimto analyse the role of social media in urban public library resilience during the
COVIEL9 pandemic.

1.2 Research Objective

1.2.1 ResearclObjective:Crisis Management

While access to library buildings and their physical collections are unavailable to the public, analysis
of the digital communication methods used by libraries aims to develop an understanding of how
libraries lave adapted and responded to this rapidly changing environment. This data analysis could
inform future crisis management decision and policy making. Research questions within this
objective include:

o0 What methods of communication have libraries used tolimfaheir patrons of changes to
library services due to COVID? Is the information posted on the library website also
posted on social media? Are any other communication avenues avaiablgbione lines,
staff emails)?

0 What level of engagement doesghibrary encourage within their social media platforms on
posts informing patrons of changes to library services?

o0 How responsive are libraries to patron queries posted on social media regarding changes to
library services?



1.2.2 Research Objective: Commity Outreach and Support

Prior to this pandemic, most library social media content promoted upcoming library events (Joo,
Choi and Beck 2018), and 56% of libraries invested less than five hours a week in their social media
(Bacon 2017). Exploring the nevays in which libraries are currently using their social media will
providesvaluable insight into identifying possible future trends in the use of social media platforms
for the planning and delivery public library services. Research questions withobjadive include:

0 What type of content are libraries posting? How does it differ from thegaredemic
content?
o Does the library post different content on different social media platforms, or the same
content across platforms?
In what ways are users engjag with content?
0 What library services and programs are being delivered through social media channels which
were previously unavailable digitally?
o0 How have libraries demonstrated creativity in the ways they are using social media at this
time?
1.2.3 ResearchObjective: Health Literacy and Mental Health Wellness
The World Health Organisation is investing huge resources in fighting the spread of misinformation.
Analysis of how public libraries are supporting health literacy, including mental health ingllbe

through social media during this time of uncertainty will strengthen the value of librarians in
promoting health literacy. Research questions within this objective include:

(@)

o0 Is the library supporting health literacy on its website and social medsi? What methods
are used? (for example, informative health advice posts, links to other websites with reliable
information, sharing of Alberta Health Services daily updates, instructional or inspiring posts
to encourage critical thinking in information meumption)

o Does the gquantity or type of proactive health literacy posts differ between digital platforms?
If so, in what way?

0 What type of posts are most effective @mcouragng engagement from the public in
promoting awareness dfealth literacy through its social media platforms?

2 Evidencing andLiterature Review
2.1 Useof SocialMediaby Public Librales

Public Libraries have always adagto social trendsn creative ways to maintain relevance and
their value within the communityResearch in the earlyears of social media and access to
information via the internet raised concern for the status of libraries and librarianship as
gatekeepers of informatio(Carlsson 2015Most libraries havesincedeveloped comprehensive
digital resources which, in comparison to social media, are perceived to be credible sources of
reliable high-qualityinformation (Zha et al. 2019Jhe role ofsocialmediais considereda positive
opportunity for libraries to improve theimarketing andservices(Choi and Joo 2018As the public
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value within librarianship. Whilehe importance of the digital librafyas alreadybeenestablished

this proposed research will explore the potential value of social media, which until now was
consdered to be peripheral or complimentary to public librarianship (Choi and Harf2€).20
However, a report into the value afalleries, libraries, archives and museu@sAM3$in Canada
(Oxford Economics 2018)und their online valueto be $1.6 billiondollars per yearof which social
media for librariesvas valued a$269 million,and this was before the pandemic, during which time



more museumsnd librarieghan ever before have been offering virtual options for the public to
engage with their colleans

Pew Research Center reported theacebooK69%) and YouTube (73%) #re most commonly

used social media platforsby U.S. adults (Perrin and Anderson 2019). Facebook is alstmwtte

used social media platforioy libraries and library userfollowed by Twitterand then Instagram
However, more than half (56%) of libraries invest less than 5 hours per week in social media (Bacon
2017), which may be due to issues with staff resources, skills and expertise (Choi and Joo 2018;
Clements and Liew 2016).

Research studiesxamining the content of library social media pasgsicallymeasure the impact of

successful posts through legelf user engagementiowever, research conducted by Lund (2019)
investigated whethesocial media engagement correlates lwitbrary visitsfound that Facebook
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library visits and event attendance per capita. Levekoofal mediangagement and number of
followersalsoincrease with more library staff (Lund 2019; Joo, Lu and Lee 2019), gtittoher

research identifiechn opportunity for libraries to achiewvaore meaningful leved of social media

engagement by seeking feedback from existing patrons and followersd@Gthdiarper 2019).

M

Prior to this pandemiche most frequenuse ofFacebookvasin promotingupcoming library

events. Community news and emotionally inspiring posts gendiaigh user engagement (Joo,

Choi and Beck 2018jacebook posts with the modke<and Whare€included community events,
awards and photos, whereas posts about summer reading programs generated the most comments
(Joo, Lu and Lee 201®ssuminghe libraries are ndongerpromoting eventsn person research

into the current conént of library posts on social media will make an interesting comparison and
potentially it could provide a snapshot into the cultural memory of this unprecedented time within
librarianship (Henninger and Scifleet 20183 Canadian urban libraries explonere creative ways

to serve their communities onlinglingbeil 2020).

2.2 SocialMedia, the COVIB19* | n f o,cre Bigital Health Literacy
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-Dr, Tedros Adhanom Ghebreyesus (2020)ectorGeneral of the World Health
Organisation (WHO)

A recent survey researchigronavirushealth literacy among sample o2000Canadiansfound

that 46% of Canadians who participated in the survey believed at least one @@ @WIEL9

conspiracy theories and myths. In addition, 57% of the Canadians surveyed believed that they could
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The Pew Research Center report 23% of Americans believe Q@bfiDinated by being

intentionally deeloped in a lalanda further 6% believet was developed accidentally in a lab,

bringing the total to 29% of Americans who believe the origins of this straiarohavirus began in

a lab (Schaeffer 20200he spread of misinformation has predominantly been through social media
platforms.Pew Research Center determined that 18% of American adults source their news from

social media and that those who get their news mostly from social media are more tiksdy t

exposed to misinformation and less likely to be following coronavirus news (Jurkowitz and Mitchell
2020)
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generated advertising incomeombined with algrithms creating information bubbles. Social media
designs lack feature fori KS dzASNJ 12 WRAAfA1SQ GKS O2ydSyda 27
income for the content produceilhis meanshat the only form of protest against misinformation



posted on social media is inactipan imbalance and a design flaw in social media platforms which
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One of the main challenges in fighting the circulatio€@fVIEL9 misinformation is the source is
often coming from positions of power (Owen 202@s highlighted in the obituary of Dr. Li Wenliang,
a youngophthalmologistwho was silenced by the Chinese authorities for alerting doctors to the
virus outbreak in Wuhan on 8@ecember 2019, with devastating ghiltonsequences in the
response and spread of the pandemic. (Green 2020).

Owen (2020) identifies further sources of misinformation as:

- Medical misinformation such as bad science, false cures, and fake cases
- Ideological content from communities who disttisgience and proven measures like
vaccines
- t NPFAGSSNE AyOf dzRA Y 3 dihdkherlih ar@ wellie$ prodidisyor 3 St f Ay
phishing scams
- Conspiracy theorists such as those claiming the coronavirus is a bioweapon, was planned by
Bill Gatespr created in a Chinese or American lab
- Harmful speech ranging from racist attacks to NMawis talking about ways to *spread* the
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and appraise health information from electronic sources and apply the
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World Health Organisation definitioof Digital Health Literacy (Ortiz 2017)

Heidi Larsor§2018) through her work with the Vaccine Confidence Projecgdicted a dangerous

consequence ogbandemicmisinformationasi 'y SY2GA 2yl f O2y Gl 3A2y > RA3IA
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Trust is an important factor in providing accurate health information in the current climate. Levels of

trust influence how readily gople will adopt health advice, especially when there is a health threat

(Huo, Zhang and Ma 2017). The World Health Organisation (2020) list of urgent challenges for the
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need to build partnerships with social media providers to ensure users can access reliable health
information, along with the need to provide literacy education. (World Health Organisation 2020)
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Research by Carleton University determined Cdnaflia Q G NHza 4 t S@Sf a ' NB KA IKS
officials, medics and academics than for government offici@ksddell 202). The growing levels of

mistrust of government was identified as one of ten challenges facing public libraries, as it could
underminetrust levels across all levels of public service (Smith, 2019), although public libraries still

enjoy a high trust levelThe Canadin Urban Libraries Coun¢2020)state trust is the brand of public
libraries.This was reflected in the results of a Uk&éd survey with similar results (CILIP 2018).

Featherstone (2012) proposes a librarian movement to provide commbaigd disaster outreach
services and suggests librarians will encompass monitoring, archiving and analysing social media
data produced dting a disaster as a role in response and recovery. An application of this in-COVID
19 is the work of librarians as contact tracers (Inklebarger 2020).

In a comparative study of literature on social media in librarianship and journalism, Chen (2018)
foundthat scholarly journal articles in librarianship are positive towards the use of social media but
less critical of social media issues than journalism authors. In fact, Chen identified several journalism
articles addressing information accuracy, credip#ind trustworthiness on social media, but did not

find a single librarianship article in the 475 samples reviewed, which addressed these issues in social
media, potentially highlighting a gap in research and a need for libraries to advocate for infarmati



literacy through their social media channels (Chen 2018). Chisita (2020) emphasises the increased

f SpSta 2F a20AFf YSRAIF dzaS FyR aOFftfta F2NJ I LINZI
of misinformation through health information literéc® ¢

In a study researching the effectiveness of existing efforts in combatting fake news, Rochlin (2017)
suggests literacy educational programs to empower patrons to recognise misinformation and
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(Rochlin 2017).

3 Methodologyand Theoretical approaches

Theresearch involvea mixed method approacto data collection in an effort to collect rich data on
current social media use.

Quantitative and qualitative textual analysis of libragcial mediaontent of ten public libraries
usingtemplate and open codinfacilitates theanalysis opublic library use o$ocial mediaetworks
with a focus on Facebook and Twitter

Stieglitz et al. (2(8) developed a foustepsocial media analytics process whigitl be applied to
the research. The four steps are data discovery, collection, preparation and analysis.

3.1 DataDiscovery and.ibrary Sample

Theproposalfor this researctsuggestednalysis of social media data frdiraries withinMarigold
Library $stem whichsupports 36 public libraries ranging from small rural libraries to urban libraries
serving populations up to 35,000larigold publidibraries servea total 0f230,000 residentacross
Southern AlbertaCanadaThese librariesvere initially deemed an appropriate samte this
researchas theydo have autonomy of their social media accounts

However,in support of its member librariedjarigold Library systerheadquarterdends tocreate
social media posts, which member libesare welcome taepostto their individuallibrary social
media accountsOn initial analysis dfacebooldata gathered, here appeared to baepetition in
the social media postings within this library syst@therefore,it was decided that the sociatedia
data generated from thigarticular sample of libraries does not represent theonomy and
diversity requiredo meet the aims and objectivex thisresearch.To support robust research, a
more suitable sample of libraries will require that the libraries opematkependently of each other
in their decision making and responsesgtie restrictions imposed by COVID.

Following thisa sample ofirban public library systenacross Canadaere choserfor the purposes
of this researctor the following reasons;

1 Canadian urban public library systegenerallymanage social media accounts which
represent all library branches withits system(for example, Calgary Public Library has one
Facebok account and one Twitter accourgpresenting all 21 branches within Calgary
Public Library

1 A sample of urban libraries represents a gregtertion of the population and is1ore
geographicallypalancedacross Canada

9 Urban public libraries operate dependently of each other in choosing how thegpond to
the needs of their community.

Thesocial media datgenerated by thdollowing ten urban libraries asanalysedor this research

1. Calgary Public Library, Alberta
2. Edmonton Public Library, Alberta
3. Greater Victoria Public Library, British Columbia



Halifax Public Library, Nova Scotia
Bibliothéques déviontréal, Quebec
Ottawa Public Library, Ontario

Regina Public Library, Saskatchewan
Toronto Public Library, Ontario
Vancouver Public Library, British @ubia
10 Winnipeg Public Library, Manitoba
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These terurban publidibrary systemsepresent299 publiclibrary branchesvhichsene over9.6

million Canadiand. | Y R Q& LJ2LJdzZ I GA2y | O0O2NRAyYy3 (2 GKS
(Statistics Canada, 201As suchthese librariesare servingpver a quarteiof the population Table
lillustrates theratio of urban population t@active library membershipaccording to theCanadian
Urban Libraries Council (CURG)8 public library statistig€anadian Urban Libraries Council

2018)

Tablel. Active library membershipsithin urban population (CULC 2018)

3,500,000
3,000,000
2,500,000
2,000,000
1,500,000
1,000,000 I
500,000 I I I
A o + S C @ o < 2 8,
5 q;b\ E &‘o ";\gb ,\&& o ,553 § Q{}i\ -\o&’ 5 G!Qf & R \Q?’
(¥ Q/&o RS é\@ Q * <9 \\{b\«o 5 Q&\(\
B Municipal Population Active Library Memberships

3.2 DataCollection

Datawas collectedrom the Facebook and Twitteaccounts of the sample librariesera period of
three montrs, from March to May 2020

The closure oflalibrary branches within this research sampdek placebetween 13Marchand16
March202Q By choosing to collect data frolmMarch to 31 May, the datshows how sudden the
closureswere across the country, withhata gathered prior to the closure notices providiemjdence
that library staffdid not know of the impending closuend therefore had no time to prepaia
advance This time range algtlustrates how quicklgomelibrarians responded to these
unprececnted sudden changewith a shift to digital services, resources and programming
happening within daysand how creativly some libransadapted andedefined the parameters of
how the public libraryprovidescommunity service during this time of unceainty andchange.

Thesocial media researdlfata collected consists of 1,341 Facebook posts and 4,409 Twitter tweets
for the chosen research sampke common challenge for researclsén social media analytics, is the
volume of data (Stieglitz et al. 201.&nd as such a limitation in thigsearchstudyis that the time

range of three months from March to May 2080es not encompass the fydandemic closure time

for Canadian urban libraries, thereby omittitige opportunity to analyséhe social medialata on
phased reopening proceduresAsidefrom the volume ofesearchdata a longer time span would
generate the primary reason for thikmitation is due to the time frame of this research project
which commencediuring the quarantine period angrior to the phasedreopening oflibrary

buildings.
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Twitter data was collected using Twitonomywab-based Twitter analytics topivhichdownloaded
data from the sample library Twitter accoupfsrmattedinto a Microsoft Excel document.

Facebook data was cetited manuallyby copy and paste method, into a Microsoft Word document.
At a later stageNcaptire, a web browser extensiomas also used to import Faceboakd Twitter
Data intoNVivq a softwarefor statistical andjualitative analysishowever thatwas not effective in
capturing the required da, so theTwitter data was downloaded texcel and the Facebook data
was in a word document

In addition to published social media posts on Facebook and Twitter for the sample libraries, data
collected insupport of this research includes projects conducted by the Canadian Urban Libraries
Council (CULC), particularly the Key Performance Indicators (2018) showing ranked library statistics,
and the COVI9 Toolkit (2020). Open data publications on the wedssdf the sample libraries

were also used in support of this research, when available.

3.3 Preparation

Theunstructuredcollected data was then formatted in preparation for analySecebook data,
collected manuallypy copy and pastato a Word document wasformatted andsummarisedn an
excel documentwith categories including date of posarget audience, language, format,
attachmens, subject, quantity of reactioncomments and shares receivéithis begnto provide
some structure to the data whiiccan be used in analysis and coding of the dathit facilitates
comparative analysidt also provided the opportunity to become familiar with the data, to begin to
recognisesimilarities differences and relationshigeross theifferent Facebook acgunts.

For the purposes giroviding a comparative analysibg initial coding template usefbr this
researchwasdeveloped ira previous study usingpen codingon a wider sample oFacebook posts

from public libraries in the United Staté¥o0,Choi and Baek 2018)he coding scheme use€)

categoriedo classify the content odach post. By using these established codes, this research has a
foundationon which to comparérends incontent and engagement levels pfiblic librarie€ & 2 OA | f
media stingsfrom previous research with owurrent shift to digital emphasis due to the

pandemic lockdown.

Table2. Coding templatelevdoped byJoo, Choi and Ba€R018)

CODE CODE DESCRIPTION CODE CODE DESCRIPTION

C1 Upcoming Event C6 Information about books, authors or
Announcement collections

C2 Completed Event C7 Storytime / Reading Programming for Childre

C3 Emotionally Inspiring Message| C8 Community / Local News
C4 General Library Announcemen| C9 Profile / Cover Photo
C5 Library Clubs C10 All other posts

However, in using the open coding devised by Joo, Choi and Baek (2018) for comparative analysis, it
is important to bear in mind that there are variants in this research beyond the impact of AOVID

For example, this research samplaisaller and is specifically urban public libraries in a Canadian
context. In addition, this research is analysing data collected from two social media platforms,
Facebook and Twitter, used by the sample libraries. Therefore, the use of coding estalnliahed i
previous study is indicative of general trends in how social media was used by public libraries in the
past compared to our current situation but is not a tightly controlled comparative summary.

Following this initial template coding, an additionaView of the data was required in order to
highlight the research objective themes. Namely, crisis management, library services and resources,
community outreach support and information literacy regarding C&@\D



Table3. Research themed coding

Theme De<ription Examples

T1 Crisis Closure NoticesSCOVIEL9 related website updates
Management

T2 Information Links to local Public Health Authordyincreasing awareness of
Literacy how to spotmisinformation and fake news.

T3 Mental Health Upliftingannotation stress reducing programminghared

resources

T4 Online Program  Facebooklive Storytimeor other live, interactive programming
Delivery using some otheonline platform, such as Zoom.

T5 New Digital Newor expanded access &xistingdigital libraryresourcessuch as

Library Resurce  Ancestry Library Edition.

T6 Online Resource = Sharedihks toopen access resourc&®m online sources other
than the library such as virtual museum tours.

T7 Community Removal ofaccess baiers,such as providing online memberships
Outreach Support or eliminating finesand supportoffered by the libray in
partnership withother community organisations in COVID relief
work.

3.4 Analysis

Qualitative content analysis of thedal media datavasdoneusingtemplate analysis andpen

coding. Open coding has been chosen because of the unprecedented circumstances in which
libraries are operating, which means the coding will be flexible as the range of content within the
data is unknown. The data will deteine the coding. Open coding involves analysis of unstructured
text to categorise the content (Joo, Choi and Baek 2018).

Data will be quantified within the codirgdzOK & FNBIjdzSy Oe 27F LkRadas ydzy
comments the posts receive, algwith whether multimedia or image attachments were included
This data will determine theverall engagement level of the library.

Social media guidelines published by the American Library Association (2018) list a range of five
community engagementlefed F2NJ a2O0AFf YSRAIF dzaS FNRY GdOKS A
ASNIAOSAE YR 2LISNIGA2ya o6dzi R2Sa y2G asSS{ 2dzi 2\
forum for the discussion of many issues related to its collections, programd.dhd3S & ®¢ 6! [ !  H N
This research Wimeasure levels of engagement by the number of Facebook reactions, comments or

shares on a post or the number of Tweet likes and retweets.

Calculatios eliminating the bias for larger libraries will enable a comparative analysis of social media
engagement across the library groypegardless of the size of their social media followings.



4 Findings

This chapter begins with asxaminationof the macro andmicro environmenal factorsaffecting
public libraries in Canada during theronavirusCOVIEL9 pandemic, including atrengths,
weaknesses, opportunities and thred&.W.0O.T.)ssessmentinder library lockdown conditions

Followingthe environmental san the findings of content analysisonducted using a coding
template developedn research by Joo, Choi and Baek (20&8nbined withthematic open coding
are presented Tte template codirg allows fora comparative analysisetween Facebook and
Twitter contentwhilstthe findings of the original research by Joo, Choi and Bielprovide a
foundationbenchmarkto as®ss how social media use has changdwkfindings ofthematic open
codingapplied to the datdn addition to the templatesupport analysis of theiniquespecific
conditionsand priorities facing public libraries during the current pandemic

Finally, acritical evaluation of the research outcomesplied tothe researclobjectives.

4.1 Macro and Micro Environmeral Analysis

Coronavirus COVAI® has spread rapidly across the globkhe response to this health crisis is

unprecedented in our lifetimeWorld leaders haveleclared their nations to be in a state of
emergencyinvolvingrestrictions onnon-essentiakravel, mandatoy quarantines anthe wearing of

face covering# public.National lockdowns havehut downentire economiegor months in an

STFF2NI G2 aFtlFdGSy (G§KS OdzNI SHesldrdrraticCnangs haef ( KS  alL
severelyimpactd our modernday lifestyles within a matter of weeksfrom the firsthuman case of

COVIBEL9 confirmed inChinain December 201%0 national lockdowns throughout Europe early

March2020 Examinatiorof thesechangeson a macro and micrscale which areémpactingpublic

libraries is an important step in understanditgpw public libraries are navigating this

unprecedented time

4.1.1 An Invisible EnemyMacro Environment Factors

The World Health Organisation (2020) definessaster a sefidus disruption of the functioning

of a community or a society causing widespread human, material, economic or environmental losses
which exceed the ability of the affected community or society to cope using its own reséu¥cesl y R
'y S YS NESyided ant dsually unforeseen event that calls for immediate measures

to minimize its adverse consequences.0

On 11h March, the World Health Organisation declared the Coronavirus CO8/t®be a global

pandemic. At that point, there were 126,000 cases mgd globally. The bulletin of the World

Health Organisation (WHO) definet# YRSYA O | & daly SLIARSYA®veyd OOdzNNIR
GARS I NBIXZ ONRaaAyad AYOIGSNYlFGA2YIlt o02dzyRFNASaA | yF
2011).

Historicaly, the most recent example of a pandemic health crisis response involving quarantines on

a comparable scale to our current pandemic was the Spanish flu pandemic of 1918. However, at that

time there was very little else that was comparable to today, @&sdieonditions were less hygienic

and more crowded than they are now. The population of the world was war weary after four years

of the Great War (World War One), many suffered weakened immunity due to poor nourishment.

The virus spread globally througlatel among the soldiers as the war came to an end and they

returned to their home countries. Scientific knowledge was limited: neitherardl medication nor

antibiotics had been invented yet (Bronca 2020). Communicagioinnology and the sharing of

information was predominantly by newspaper, radio or mail. These conditions, primitive by

comparison to today, were considered to be the underlying reasons why the pandemic death toll

was so high (over 50 million globally) and for the strict health crisjgorese imposing quarantines

and mandatory face masks.
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More recent pandemics in the 2tentury include Ebola from 2014 to 2016, H1N1 flu in 2009 and
Severe Acute Respiratory Syndrome (SARS) from 2002 to 2004. Ebola and SARS were more deadly
than coronawus COVIEL9, with a higher death rate among confirmed cases, yet these pandemics

did not require stringent restrictions on travel and mandatory quarantines globally because isolation
of confirmed cases sufficed to limit the spread. In other words, ptiemre only contagious when
symptomatic.

In March, vide-scale testing o€itizens in Icelandesulted inthe discovery thab0% ofpositive test
resultswere conducted on asymptoatic patients.Further scientific studiesonfirmed that

coronavirus COVHD9 is an invisible enemy, with an incubation period of up to fourteen days during
which the patient is contagious and can spread the virus unknowi{Bgbnca 2020)COVIEL9is

much more challenging to control the spread of transmission arglisithereason behind the public
health crisis response, temporarily shutting down economies in an effort to flatten the curve.

In Canadathe first confirmedcase of COVHDOwas reported by Health Canada 8&th January

2020. The patient had recently travelldf@m Wuhanin China, where the virus was first discovered.

By the time Canada reported its first case, China had already repdr#ti cases and 81 deathnd

the residents in thecity of Wuharhad beenordered toquarantine.The first case of COVID in

Canada with was related to travel outside of Chiwas reported almost a month later, on {20
February2020. The patient had travelled from Irdmcal transmission of theoronavirusbegan in
March,with outbreaks occurring an internationalmining caference inTorontowhich took place

from 2"9to 5" March, and a dental conference in Vancouwehich took place frond" to 7" March

On 24h March, Health Canada reported local transmission as the primary source of cases in Canada.
There were 2792 confirmed cases in Canada at that t{Br@nca 2020)

As Canada currently has a Liberal minority governntbetprime minister,Justin Trudeaueceived

royal assent for the COWI® Emergency Response Act off! B&arch. This act enables the
government to follow through on the promise of $82 billion fiscal support in a timely manner and to
respond to COVHD9 as needed (Department of Finance CanddizD2.In its response to COVAL®,

the government established seven guiding princigledollows:

- Collaboration with all levels of Government and stakeholders
- Evidenceinformed decision making

- Proportionality¢ the response should be appropriate to the¢iat
- Flexibility

- A precautionary approach

- Use of established practices and systems

- Ethical decision making

Whilst fiscal support for Canadians is essemtialng these uncertain times, so tootige
responsibility ocommunicatingup to dateand accuratenformation to citizers. To this end, the
governmenthaveset up a websiteCanada.ca/coronaviryan information telephone lineandthe
live streaming ofegularbriefings ongovernment social media accounihePublic Health Agency
of Canada havdevelopedawareness resourcesich as social media graphicspast of apublic
education anccommunicationscampaign(/ | y I ie$p@rseGovernment of Canada 2020)

Working in collaboration witithe Public Health Agency of Canada andR&éeralGovernmert,
provincialand territorialgoverrmentsacross Canada respondeddgchdeclaringa State of Public
Health Emergengyallowingbroaderauthority to the respective Minister for Health tmplement
protective measures for the public health @fizens within their jurisdiction.

Table4. Provincial and Territorial States of Emergency
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Date

13 March 2020
16 March 2020
17 March 2020
18 March 2020

19 March 2020
20 March 2020

22 March 2020
27 March 2020

Province / Territory
Quebec

Prince Edward Island
Alberta

British Columbia
Saskatchewan
Newfoundland and.abrador
North West Territories
New Brunswick
Manitoba

Ontario

Nova Scotia

Yukon

4.1.2 Unprecedented ChangeslheMicro-Environment

Immediately following th&leclaration of the pandemic by the World Health Organisation, and with

the increasing threat obverwhelmed health care services dueG@®VIBLY, MunicipalCouncils
across Canadaeclared closure of athunicipal buildings including schools, recreationtoes)
public libraries, galleries and museumih immediate effectBusinesses werelosed and
employees told to work from homeventhe outdoor playgrounds for children were closed.

Thephysicaklosure of all urban public libraries nationwides sulden and unforeseen by both
library staff andibrary patrons. The temrban public library systemia this research sample closed
all branches withira fiveday period from Thursday2" March to Monday 18 March 2020 Closure
notices werecommunicated via social media with very little forewarningliiorary patronsor staff.

Table5. Time frames of library closure notices

Date closure noticavas
posted on social media

Thursday, 12th March 2020

Friday, 13th March 2020

Saturday, 14th March 2020

Library

Bibliotheques de Montréal

Ottawa Public Library

Toronto Public Library

Edmonton Public Library

Vancouver Public Library

Closure éfective from

March 13th, until further notice

March 16th, until further notice

March 13th to April 6th

Immediately,until further notice

March 16th, until further notice
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Sunday, 15th March 2020

Monday, 16th March 2020

Winnipeg Public Library March 16th, until further notice

Calgary Public Library March 15th, until further notice

Halifax Public Library March 16thfor three weeks

Greater Victoria Public Library 6pm, 16th March until further notice

Regina Public Library March 16th until further notice

Never before haveubliclibraries faced closures annational scale angith unknowntime frames
The impact of the closure of library buildingslude:

1 The circulation of all physical library collection iteisigao longer available

1 Events and programming within the libraries are postponed indefinitely

1 Use of physical library resourgesich as public computers and maker spagaipment is

no longer accessible

1 In person reference and information library services are mgéo available
1 The library as a sand warmcommunity gathering space i® longer available
Staffingrequirements ae reduced, leading to temporary redundancies

In these challenging times, public libraries are relying on their digital assets to meet the needs of
their community. Digital assets may include:

1 the digital library collection and resources,

1 the library website

1 mobile applications

1 the online public access catalogue (OPAC)

1 social media platforms.
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As a serviceriented organisation, understanding and fulfilling the needs of the loaamunity are
imperative to retaining and increasing public library value. These needs are addressed in the Library
Strategic Plan outlining future service goals and direction. However, due the rapid emergency
lockdown response to the COVID coronavirusthe needs of urban communities across Canada

also suddenly changed. Some examples include:

1 The vulnerable members of the community, those in poverty or experiencing homelessness,
rely daily on the physical resources the library offers for their survival.

T CLYAtASAasT ¢gK2 YIe& KIF@S dzaSR (KS A0
LINEANF YYAY3I | & adzldLJ SYSydlFNE (2 GKS
homeschooling fultime whilst also trying to work remotely from home.

1 Business owners arentrepreneurs, unsure of the duration of the lockdown, are faced with
critical decisions regarding staffing and the financial survival of their business in these
uncertain times.

9 Seniors, the demographic at highest risk of experiencing severe sympttrey test
positive for COVIR9, are also the demographic most likely to live alone and rely on the
public library for social connection and wellbeing.

NI NEBE F2NJ
A

Thevalueswordcloud Figure ) illustrates the library values as stated in the Library StrategisPlan

of the ten public libraries in this research. The larger fonts indicate the most frequently used words
when describing the values of the library in the Strategic Plan. These values should guide librarians in
managing library services and in adaptinghe thanges and challenges of the current pandemic.

With library values in mind, a strengths, weaknesses, opportunities and threats (S.W.O.T.) analysis of
the current pandemic conditions facing public libraries provides an understanding of the
environmentd conditions influencing the response to library building closufeble §.

Table6. Strengths, Weaknesses, Opportunities and Threats (S.W.O.T.) analysis

STRENGTHS WEAKNESSES
A Social Medias free and widsl used. _ .
A Social media enableguick, direct A Library building are closed.
communication angarticipatoryengagement. | A No access to physical collant or resources
A Public Libraries' brand is trust A Access barriers such Bsperson membership
A Creative and intelligent staff applications and blocks due to fines
A Arobust digital Library collection A No time to plan and prepare for the closure
A Public libraries areesilient in embracing A Publishing embargoes and digital licensing co
change modelscreate limits on borrowing.
OPPORTUNITIES THREATS
A BExpand the potential of social media for A Uncertainty of COVHDR9 outcomes or duration.
strategiclibrary service delivery A Financial implications on staffing, building
A Re-think procedures to enabland increase projects and future funding.
digital access. A Concerns in meeting the needéthe most
A Increase awareness digital library collection vulnerable community membersho may not
and resources have digital toolor literacy.
A BExperiment insocial medigarticipatory
engagemehandthe delivery ofvirtual library
programmingand services.
A Re-purpose the use of physical library assets

14
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4.2 LibrarySocialNetworking: FacebookversusTwitter

According tolrhe State of Social Media in Canada 2@4@®rt (Gruzd and Mai 202094% of online
Canadians havat least one social media accouifihe most popular social media platform in Canada
is Facebook83%), followed by messaging app85%6), YouTube (64%), Instagram (51%kedIn

(44%) and Twitter (42%Faceboolusershave a higher percentage of daily usef77%)compared to
Twitter (50%).

Facebook and Twitter have different characteristics, whiffbacts how theyare perceived and used.
[t@ important to understand these fundamental differences between the two platforms in order to
use them to their potentiallThe mostsignificant difference between themsaocial networking

tools, is thatFacebook networks peopieghereasTwitter networks deas andopics.

Twitter focuses on current dialogue and trenttds an active fast movingopenconversation

betweenstrangerst 6 SSia INB ftAYAGSR (2 wmnn OKI-DNdgghSPNE S & F
Most tweetscan be viewed publicjanduserscan reacto a tweetby respondingvith a comment

re-tweeting or clickinghe heartto label it as a favourite tweetdeas are grouped and searchable

through the use of hashtag¥his makes Twittesin ideal platform for conversational interactigns

current eventsaandactivismwhich have the potential to reach a wide audiena&hough briefly

Faceboolbuilds connections between peoplé Facebook post has morepnanence than a tweet
as the nature of the network is not #st moving as TwittefThe focusof a Facebook post an
sharing among@stablish followersind friends There is no limit on the length of a post, amskers
have control over who seasach post with flexible privacy settings which can be adjuptsdost.
Engagement with a Facebk post can be done lishoosing one of a series of reaction emojis,
commenting or sharinthe post if privacy settings allow Reaction emojis allow expression of a
variety of emotionsncluding like, love, laugh, wow, sad, angiy responsdo COVIBEL9, Facebook
launcheda new reaction emojicare(Figure 2.

Facebook also offefsacebook Group$acebook Liveor sharing eventsandbusiness profiles which
includeFacebook Insights for analytic OS 6 2 2 | Q& ercoutddngAgagénerk ith dagh

post

Even Apart, We're In This Together

We've added a new reaction so you can show extra
support while many of us are apart. We hope this
helps you, your family and your friends feel a bit
more connected. - The Facebook Team

"5 >< g
< .

Figure2. Facebook introduce new 'care' emoji during COWD
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All ofthe urban public libraries in this research sample have adapted the use of both Facebook and
Twitter with over 400,000 followers almost evenly distributed across the two social networking
platforms as follows:

1 193,414 Facebook Followers

1 208,272 Twitter Bllowers

The distribution of these followers is shownTiable 7 which reflects similarities to the distribution
of active library members within the population as shownT@ble 1

Table7. Distribution of social media followers

Followers
60,000
50,000
40,000
30,000
20,000
| Nhial I
0 | = 1 Il
& & > > 0 s 2
’a\-q;’b& o"“\\'o é{\ : & ‘@;3\ ‘Za’}@ 4\00‘ o ¢ -C‘O&\ 0\&%
< (06@ R \S\C‘p 9 L <0 {bg NS
B Facebook Followers M Twitter Followers

However,Table 8ndicates that the social media followers on Facebook and Twitter only represent

4% of the total municipal population these libraries serve, which suggests that social media

networking has not yet reached its potential for urban public libraries in Caffddmefore, an

AYyONBI aSR F20dza 2y LINBY2GAy3 (GKS Lzt AO f A0dNI NE
the number of followers on Facebook and Twitter within the community would increase the value of

social media for these libraries and possiblyrease the value of the library for its social media

followers.

Table8. Percentage of population following public library social media

4%

® Municipal Population = Active Library Memberships = Library Social Media Followers
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4.3 SocialMedia Content Analyss

The data analysed in this research includes new social media posts from 1Qoutid@Enibraries in
Canada over three months from March to May 20@0total, there are 4026 posts as follows:

1437 Facebook Posts
2589 Twitter Tweets

Table 9%howsthe distribution of these posts between Facebook and Twittérere $an emphasis

on Facebook by Bibliothéques de Montréal and Greater Victoria Public Library, with the remaining
libraries showing an emphasis on Twitter, although only margif@lignost, with Calgary Public
Library, Halifax Public Library and Ottawa Publicaryusing Twitter for over 70%f their social

media posts

In addition to the tweets analysed, which are newly generated tweets, there are a further 1383
replies and 452 retweets posted by the sample libraviithin the research time frameThese

tweets are excluded from the coding analysis, as are comments and replies made on Facebook
posts.

Table9. Distribution of social media posts on Facebook and Twitter

Social media posts from March to May 2020
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B Facebook Posts H Tweets (new)

For comparative purposea,coding scheme developed in a previous stiglyjog Choi and Baek
(2018 wasused asan initial coding templatéTable 3. It should be noted that the coding scheme
was developed for Facebook librgigsts only. However, in this research it has been applied to both
Facebook and Twitter astesis for comarison to illustratehow the sample libraries are usisgcial
media between platforms and to compare findings with previous stuclespleted prior to the
COVIBL9 pandemicTable 10shows the distribution of Facebook posts and Twitter tweetimgthe
template codingfor content analysisThisindicates that thecontent emphasis wagredominantly in
categories C6 (information about books, authors or collec)idd$0 (otherandC1 (upcoming event
announcement).

Code C10, described atherz A a Hf fWDI AOKOK NBIjdzA NER FdzNIKSNJI | yI
miscellaneous content was filtered into it, and therefore it grew to contain the largest number of

posts of all the coded categorie$able 1loutlines the content categories within code C10. Eight

categories of content have been identified which represent over half the content within code C10.

All other categories of content within code C10 contain less than 10 posts and therefore can be

classified as miscellaneous.

17



Tablel0. Quantitative comparisonfacontent posted on Facebook and Twitte

Template Content Coding

900

800

700

600

500

400

300 '

200 . - ‘

- o v

0 i ‘ [ >
c1 c2 Cc3 c4 Cc5 Cc6 c7 c8 c9 C10
Facebook (sum of posts) 197 44 80 129 61 340 154 105 14 338
Twitter (sum of Tweets) 425 42 124 257 63 756 204 204 5 811
Average 311 43 102 193 62 548 179 154.5 9.5 574.5
I Facebook (sum of posts) I Twitter (sum of Tweets) Average

Content such apolls, questionsquizzesand challengesould be grouped into a categoag
participatory engagementasthe purpose of these posts is to interaahd engage with social media
followers.It should be noted thathe poll count is particularly high on accountsoimelibraries
hosting#MarchMadness on their social media accounts through the month of Marruth therefaoe
the percentageof postsmay be higher than averagethin this category.

Table11.Breakdown of coding category C4@ther.

Content within coding Facebook Twitter

category C10 (%of content (%of content
within C10) within C10

Poll 27% 14%

Activity at Home 10% 9%

Sharing Online Content 12% 7%

Word of the Day 6% 6%

Question / Quiz 10% 5%

Challenge 2% 3%

Mental Health 3% 2%

Greeting 7% 4%

Totals 0.7 0.5%

For comparative purpose# is a more effective tanalyse thecontent posted between Facebook
and Twitterby percentage oposts or tweets per categos shown irmable D. This showshat
both Facebook and Twitterontent emphasisedigital library resourceécodeC6)predominantly,
along withupcoming events and programmigode C1l)with a greater emphasisf theseon
Twitter.
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Faceboolposts had more emphasis story time and reading programming (code @okssibly
becausehe virtual delivery of theeeventswasoften on FacebooKk.ikewiseFacebook also placed
a higher emphasis dibrary clubgcodeC5) such a®nline book clubsand in turn posts about
completed eventgcode C2also received more emphasis on Facebook.

General Library Annowements (code C4) and community and local news (@&)eeceived similar
emphasis on both platforms.

In comparison tohe research findings by Joo, Choi and Baek (2018), the content analysis of this
research differs significantly as showrTiable 13 While marketing upcoming events (code C1) plays

a significant role in social media activity on both Facebook and Twittesonles, the primary focus

for the content of public library social media in this research is in promoting and creating awareness
of the digital library resources (code C6) available to patrons while the libraries are closed.

Tablel2.Percentage of contdrposted on Facebook and Twitter

Content Analysis by Percentage of Posts

35

30

e q

20 / /

15 ‘

10 - .y \ _

— -
(o c2 Cc3 c4 C5 ce Cc7 csg co C10
Facebook (%) 15 3 6 9 4 24 11 8 1 23
Twitter (%) 18 1 4 10 2 29 7 7 0.2 30
Average 16.5 2 5 9.5 3 26.5 9 7.5 0.6 26.5
BN Facebook (%)  mmmm Twitter (%) Average

Table13. Summary of Content Coding Analysis Results

Code Code Description Joo, Choi and Facebook Twitter
Baek (2018)  Content @b) Content (%)
Facebook
Content (%)
C1 Upcoming Event 35.5% 15% 18%
C2 Completed Event 12.7% 3% 1%
C3 Emotionally Inspiring 11.9% 6% 4%
C4 General Library Announcement 11% 9% 10%
C5 Library Clubs 8.5% 4% 2%
C6 Information about books, authors 7.0% 24% 29%
or collections
C7 Story time / Reading Programs 4.5% 11% 7%
C8 Community / LocaNews 2.6% 8% 7%
C9 Profile / Cover Photo 3.8% 1% 0.2%
C10 Other 2.4% 23% 30%
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Table 14andTable 15%how an interesting pattern in the content distribution from March to May
2020. As the libraries closed in rithrch, the first graph on these tablegpicts the social media
content before and after the closure of the librari@®ng with thetotal for March As one would
expect,it shows a sharp decreasetime promotion of upcoming events (code C1) after the closures,
and an increase in providing @rfmation on the digital library collection (code C&he increase in
promoting the digital library resources (code @) lower slightly in April and Maput it clearly
remained a priorityPromotion of virtual upcoming evengnd story timegcodes Chnd CJ

increased in April and again in May as the delivery of virtual programming became an increasingly
important role for library social medslibraries adjusted to lock down conditions.

General library announcements (code €Aperienced an increadevolume in March as libraries
announced their closures aratidressedhe consequentiaissues regarding checked out items,
holds, late fees and due dateEhe volume of posts in this category dropped in April but increased
again in May with théntroduction of some new library services such as sig® pickups.

Tablel4. Timeline Content Analysis: Facebook

Facebook Content Pre and Post Closure notices Facebook Content for March - May 2020
for March 2020 140
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Tablel5. Timeline Content Analysis: Twitter

Twitter Content Pre and Post Closure Notices for Twitter Content for March - May 2020

March 2020 300
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4.4  Social MedigEngagemeninalysis

Akeyindicator tomeasurethe performance ofibrary social medi@ontentacross Facebook and
Twitter platformscan bethe level of engagement eadategory of content receiveSable 16
compareghe average number dfacebookeactionsand Twitter favouritesper post within each of
the content codingcategorieslt shows a higher level of engagement on Facelmient than
Twitter. Thetrend of reactions or favouritesvithin eachcategory of content arguite similar with
emotionally inspiringontent(code C3) and communitjtocal news (code C8)ceiving the highest
levels of engagement dooth Facebook and TwitteT his finding is similar tthe researchfindings
by Joo, Choi and Baek (2018)notable differencéetweenFacebookeactions andrwitter
favouritesis in response to general library announcement content (codev@#h includes the
library closure noticedHowever there is aspike in retweets in this category as showTable 17
As with Facebook reactions amwvitter favourites Facebook posts &iict higher levels of content
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sharing than Tweetd his may be due to the nature of Twitter as a platform for faster moving
dialogue

Tablel6. Average number ofaceboolRkeactionsand TwitterFavourites pePost

Facebook Reactions and Tweet Favourites (Average per post)

90
80
70
60
50
40
30
20
10

0
C1 c2 c3 c4 c5 Ccé c7 cs c9 C10

Facebook Reactions 213 256 84.9 78.4 145 34 521 822 17.6 189
Tweet Favourites 4.8 12 317 202 5.6 9.7 19 258 3.3 8.1

= Facebook Reactions — =====Tweet Favourites

Tablel7. Average number oBharesand Retweetsper Post

Shares and Retweets (Average per Post)
60
50
40
30
20
10

0
C1 c2 c3 c4 c5 Cce c7 c8 c9 C10

Facebook Shares 8.4 8.2 206 56.2 36 23.7 20 56.1 36 53
Retweets 2.7 5.4 59 129 23 5.2 9.4 9.2 2.7 34

= Facebook Shares  =====Retweets

In addition to the templateoding ofthe social media contergosted to Facebook and Twitter,
another set oseventhematic codegseeTable 3 was appliedo address the aims and objectives of
the researchin applying the template coding, evesgcial media post was coded into one of the ten
categories, however with the thematic coding, ordyevant posts are coded-he thematic coding is
not related to the template codingowever itcan beuseful tovisuaise the data togethefor
comparative purposeas shown imrablel8. Quantity of posts by content codandTable 19
Engagement Levels by content code.
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Tablel8. Quantity of posts by content code

Sum of Social Media Posts

900
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Table19.Engagement Levels by content code

Shares and Retweets (Average per Post)
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45 ResearctFindings- Crisis Management

The first of these codes is TLrisis Management. This code was applied to all social media content
posted by the libraries which reflected changes to the normal operation of the libraries due to the
COVIEL9 pandemic.
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communicating urgent information quickly. It will also become a much more
significant customer service tool during a closére.

- Canadian Urban Libraries Council (2020)

The World Health Organisation (202@fiiesEmergency Managemeasd tie organization and
management of resources and responsibilities for addressing all aspects of emergencies, in
particular preparedness, response and rehabilitation.

TheFacebook and Twittedata collectedor this researchincludes approximately two weeks of data
prior to the public library buildings closing. Thige-closure data provides evidence lodw
unexpected thdibrary closures were fothe librariesand ther social medidollowersasoutlined in
selected exampleshown inTable 2(elow.

Table20. Time frame of events prior to library closures

Calgary Public Library 3 days

Thursday, 12 March 2020

A post offering ifperson math tutoring homework assistance to
school aged children from trained volunteers.

Friday, 13 March 2020

Library suspends glrogramming and events, cancels outreach
services and is encouraging social distancing measures.

Sunday, 15 March 2020

All branches are temporarily closed with immediate effect until
further notice.

EdmontonPublic Library 2

days

Thursday, 12 March020

Post promoting the repening ceremony of a renovated library
branch scheduled for TuesdayMarch.

A request for volunteers with a link to a volunteer application for

Saturday, 14 MarcB020

All branches are closed until further notice with a link to a messa
from the CEO.

Halifax Public Librarg 4 days

Wednesday, 11 March
2020

Promotion of library programming during March Spring Break fo
school, scheduled to take place from™i® 20" March.

Sunday, 15 March 2020

Closure Notice with immediate effect.

Ottawa Public Library, same day

Friday,13 March2020

Bilingual post stating the library branches remain open and the
library are following Ottawa Public Health guidelines.

In the commentsa patron posted a link to a news articatitled
City of Ottawa closing all municipal facilities for three months

Bilingual closure notice

Toronto Public Librarg 2 days

Tuesdayl10 March2020

Promotion of a book launch event to take place on 12d&1&020.

Thursday 12 MarcB020

Cancellation obook sale schedulefbr Thursday 19 March due to
staffing issues.

Friday, 13 March 2020

Closure notice with linktmSa &+ 3S FTNRY ¢ 2 NRY|
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Regina Public Library3 days

Friday, 13 Marci2020

Public Health Agency of Canada has assessed the public health
of COVIEL9 as low for the general population. Library services a|
programs are operating as scheduled.

Link to their website page dedicated to COMI®information.

Meme-dWed ONXz0 €t A1 S 6SQNB | 62 dzi
edition Harry Potter and we just ate a jelly doughsaut.

Link to their website page dedicated to COMI®information
posted in comments.

OCure Your Stagt-Home Bluesvith These Librar$ervices- Link
to website updatepromoting digital library resources

Monday, 16 March 2020

Closure Notice Closed until further notice. Customer service
available by telephone or email betweerbpm every day.

Link to COVIQ9 page on their website.

Meme-o¢ KA a 62y Q0 &2 EFigued f Ao NJ
Link todigital resource®n their website in comments.

Als Regina Public Library
16 March - @

This won't stop the library memes.

©s0 177

20 comments 9 shares

o Like O Comment # Share 8-

& Write a comment...

% # Author

Regina Public Library
In case you need your library fix at home, here is a list of digital
resources you can get with your library card:
https://www.reginalibrary.ca/.../cure-your-stay-home...

&

Services

Like - Reply - 30 w

REGINALIBRARY.CA
Cure Your Stay-at-Home Blues With These Library
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Figure3. Library meme by Regina Public Library.
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The examfe of Regina Public Library shows evidence of preparatitime updates to their website
in anticipation of a closurén addition, thesocial medi&communication style adaptebly this library
is very effective irmchieving high levels of engagement

The Canadian Urban Libraries Couff0)published a COVID9 toolkit of best practices fdPublic
Libraries in which it advises communications for crisis managemehetaclear,confident, credible
'y R O 2ThNaNd D érileéemergency ommunicationpostfor public libraries during this
pandemichas beerthe social media closure noticasthe closures were predominantly effective
immediately The benefit of social media in this scenasthe potentialto reacha wide audience
instantaneoudy.
Thecommunication style anthessage conterdetermine the levels of engagement aaddience
reach of the postWhen communicating a message across different social media netwioeks,are
a number of elements to consider:
1 Graphicsand Imagesg, graphics play an important role the success of a social media post.
The graphicsisedin the closurenoticesare simple, high contrash colourandeye catching.
' Linksg All closure notices contained linksTodzNII KSNJ Ay F2NXY I GA2y 2y GKS
Some links connected to the digital libragsourcessome had already updated the library
websitewith a COVIEL9 information page and linked to that, some linkedaatatement by
the Chief Librarian or CEO.
1 Language Canada officially has two languagkkost closure notices were in English only,
exception includaibliothéques de Montréal, which veaFrench onlyandOttawa Public
Librarypostedin both languageshowever this resulted in a very lengthy Facebook post.

The Facebook closure noticeary in communication style and format. However, engagement levels
were highest on the posts which hadhigh contrast graphiwith very concise text accompanying it.

Table21.Closure Notice Engagement Ratios

Closure Notice Engagement Ratios
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As seen in the template coding findings, emotionally inspiring (code C3) social media posts draw high
engagement levels. This is a very effectigeial media communication strategy implemented by

Regina Public Library. A serious library announcement is often managed in two posts, one serious
post followed by dumorousone, which contains a link in the comments. The engagement levels

are substantlly higher on the humorous posts. For examplenemewasposted on Facebook
immediately following their closure notice. The closure notice got 46 reactions, 51 shares and 15
commentsand the meme got 177 reactions, 9 shares and 20 commggnggire3).

25



Following the closure notice, the response phase of emergency management begins with frequently
asked questions. The initial questions every library needed to address related to holds, due dates,

returns and late fees on physical collection itel@emmuniation styles are very important, as

followers repeatedly asketthe same question®venwith the information provided. For example,

Vancouver Public LibraBacebook post on 18 March 202@esa local ico?5 dzZRS gth i K { A3y Q
create a very clear graphiaalessage in a lightearted manner whicleffectivelyansweed these

frequently asked questions at a glanead resulted irf283 reactions and 44 shares, but only 16

comments, effectively avoiding the repetitive questionghe comments.

Therefore, it igecommended that public libraries implement a social media communications
strategy which considers the style of communication to increase engagement and value in their
social media.

4.6 Researchindings Community Outreach and Support

Public libraries have responded to the current crisia \rariety ofcreative and innovative ways.
Code T#vas applied to all social media posts which expressed how the libnagdking out to tle
community to meet their needs

Tablel9.Engagement Levels by content codbows that this social media content received the
highest levels of engagemepeér post of all the content categories coded in this research

The community outreach and suppoadbjectivesin this social media research aae follows:

1 Toreduce barriers anthcrease accessibility to the digital library resourfteseveryone.

1 To empower community members to hedthers and toexpress gratitude to eential
workers

1 Towork with and support local relief organisations in their work to alleviate povaanty
provide support to the vulnerable members of the community.

1 To maintain aemmunication and @annection between the library and the community

The frst objective; to reduce barriers and increase accessifdilag long been a public library

priority as most library strategic plans wéktify. Howeverthe ways in whictibraries have used
social media to increase accessibitltyring this timehas alsoincreased awareness of the digital
library resources and has increased the value of the library at a time whenbusisesses and
services are unavailable to the communitie following are measures public libraries have taken to
reduce barriers anéhcrease accessibility:

9 Digital library membershipgvailableonline or by phone

T LYGNRRdzOGAZ2Y 2F || WCApyrBan@BESQ Y2RSt T2N GKS
1 Loaningout chromebooks and wifi hot spote people with no digital access their homes.

1 Increasingte wifi range at library buildingsopeople can still connect from the car park

9 Video tutorialsposted on social media to explain howaocess and use the digital library

resources

Removing blocks on membership cadie to overdue fines accrued.

Library phone lines with specifiedperating hours for people who need tpesak to a

librarian.

1 Ask a Librariaq live question and answer sessions on Twitter

=a =4

The second objectivéo empower community members to help others and to express gratitude to
essential workersencourages a sense of communitynnection at a time of social isolation. In this
sense, it supportanother research objective in this study; thatlibraries praviding mental health
support.Ways in which the libraries have used social medientpower community members to
offer help and express gratitudaclude:
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Blog post suggesting ideas how everyone can reach out and offer support to each other

A social medipoll asking the community to vote on their preferre@sign ofa bespoke

library cardwhich will begiftedto the provincial Chief Medical Officer gratitude.

1 Arequest fophotos of homemade thank you cardga social media which will be displayed
inavirtualWDI f £ SNE 2 F ¢ KI yloate liBr@ayNdelBitea Sy G A+t 62 NJ] SN

1 Buy Locdkampaiging via social mediaith linksto support small businesses at a time of
economic uncertainty.

1 Weeklypodcastprogramming to celebrate local heroes who made a positive impact on the
community during the COVAI® crisis.

1 News articles about Librarians helping within the community

= =

The third objective; to work with and support local relief organisations in therkwo alleviate
poverty and provide support to the vulnerable members of the commungipossibly the most
innovative community outreachupport.Urban public librariepartnered and supported local relief
work in the following ways;

1 Library buildings bag used as a homeless sheltgBibliotheques de Montréal

1 Library buildings being used as food bank distribution cergrésronto Public Library

1 Donationsc Edmonton Public Librargonated toilet paper to a local shelter

1 Donationsg Edmonton Public Libry donated hand sanitizer and wipes to a local charity
1 Using makerspace equipmetat manufacturepersonal protective equipment (PPE) for
health care workers

Computer servers crunching COMI®datag ReginaPublic Library

Creating look packs and activities for distribution at food banks and shelters
Donationsg Toronto Public Librargonated PPreviously purchased to use in handling
their special collections.

The fourth objective; to maintain communication and connection betwédenlibrary and the
communityincludes

= =4 =

1 Messages displayed in Library windagwgancouvePublic Library

1 We MissYouQideosmade by the librarians and posted on social media
1 Newcomer support

1 Home schooling support

4.7 ResearctFindings Health Literay and Mental Health Wellbeing

All social media posts relating to information literacy weogled T2 and posts supporting mental
health wellbeing were coded TBablel8. Quantity of posts by content cogdshows that neither of
these categories received a large volume of postsvever

Tablel9.Engagement Levels by content codbows that T3 for mental health wellbeing received
very high engagememesults on Facebooldealth literacy posts did not receive a lot of

engagement, however those that were presentecdimemotionally inspiring or fun way dichve

high engagement-orexample,in acomparison of twd=acebook postby Vancouver Public Library
onedated 13 March 202Qysed #bookfacefriday to promote health literacy imigual lighthearted

and creative waynd included a link to health literacy information and resosyeghich received

160 reactions, 3 comments and 21 shares, compared to anothey gaistd 13 May 2020wnhich
wasmore serious in nature, sharing a link to health literacy information and resources on the library
website, which received 25 reactiom® canments and two shares.

Ways in whichihe public libraries in this research used social media to support mental health
wellbeing includehe following:

27



1 Programming; Regina Public Librahada walkin library counsellingservice in partnership
with FamilyService Regind he day after the closure noticg Facebook post announced
that service was now available by phone.

1 Programming; Death CaféOttawa Public Library offer a regulvirtual discussiofor grief.

91 Blogposts dedicated to information, activities and resources to suppuantal health in
children, including advice on how to talk to children about C&4D

1 Book lists on selfompassion¢coping technigues, meditatigiyogaand resiliency

1 Links sharing vebs in a variety of languageseated by the local health authority to enable

health literacyfor speakerof foreign languages.

1 Sharing archive photos withistoricalreferences taoemind Canadians how they overcame
adversity in World War Two.

1 Poetry¢ OnSaturday 18 April and Sunday 19 ApBiRO, a serial killeawent on a rampage
through Nova Sitia, killing22 people and setting fire to sixteen locatiorithe next day,
Halifax Public Libraries sharegh@em to express support for the community

The poem, Everything has changdwy Sleree Fitchreceived573 Facebook reactions, which wag
highest level of engagement in Facebook reactionstdifax Public Libraries the three months of
data collected for this research, and it received the highestiner of shares of athe Facebook
data collectedor the ten urban public libraries included in thissearch projecwith over 2,200
shares

From an engagement perspectithe social media content whialatched the research objectives,
namelycrisismanagement communications, community outreach and supguwetlth literacy and
mental healthsupport and wellbeing were the postsigh attracted the highest levels of
engagement. This indicates that librarians asing social media in a way whichriseting the
needs of the community.

4.8 Limitations and future research suggestions

This study collected data from ten Canadian urban libraries from March to May 2020 on two social
media networks, Facebook and Twitter. The data collection time span indlueléibrary closures

and how libraries responded in the first ten weeks of lockdown, but it does not include phased re
opening management and procedures.

This study does not include analysis of other forms of communication used by libraries such as
webste updates, media releases or physical signage outside libraries unless such communications
were also shared on Facebook or Twitter.

The research for this study took place in September 2020, while the initial library closures were still
in effect and manyibrary staff were temporarily made redundariiuture research may include data
collection through interviews with the librarians who manage the social media accounts. This may
provide insight into COVIIDO related changes behind the scenes which may laffeeted the social
media accounts, including temporary staff redundancies, insights into how many followers the
library social media accounts gained during the library closures and current statistics such as the
guantity of digital memberships issued the libraries during the COWI® lockdown. It may also
provide insight into their thoughts on the future potential for social media as a strategic library
asset.

5 Conclusion

Adapting tochange is not new for public libraries. In these unprecedented timadjc libraries
buildings have been closed and physical resources are inaccessible, leaving libraries dependent on
digital resources. This mixed method research anallgsev public libraries are using social media to

28



support and engage with patrons dugithis pandemic. The research is focusedhmnsocial media
content on Facebook and Twitter of ten urban public libraries adt@smdaComparative content
analysis was performed with the use of a template coding scheme developed in a previous study by
Joo, Choi and Baek (2018). Further open coding was then applied to enable analysis of the research
objectives under current pandemic condition. Sentiment analysis was used to measure engagement.

dan many countries, in addition to a broad, whaié governnent approach,
national and international civil society and commurigsed organizations will
have a key role in meeting the basic needs of vulnerable populations. It is
therefore critical that these organizations have capacities in place to manage the
hedth risks of emergencies, including plans regarding how they will continue
their essential services during a disasterHealth Emergency and Disaster Risk
Management Framework (World Health Organisation 2019)

The outcomes from this research provideiasight to the potential value of social media as a
strategic and valuable resource for public librari&s librarians havadapted by implementing
innovative ways to continue to serve the community with restricted resources, the engagement
levels ornthe social media posts which directly address the current needs of the community during a
pandemic aresignificantly higher than engagementmore traditional uses of social media by public
libraries. Therefore, théollowing recommendationarising from theresearch outcomes, may

increase the potential afocial media for public libraries.

Recommendation Onafocus2 Yy LINRY2(GAy 3 (GKS Lzt AO fA0NI NRBQa
to build the number of followers on Facebook and Twitter within the comityuwould mprovethe
value of social media for these libraries.

Recommendatiowao: library invesmentin a strategic social media communications plan
underpinned by thdibraryQ @ission, visionvalues,and objectiveswill enablesocial medido
become @ assetin facilitating the library to fulfilthe objectives of the library strategic plan.

Recommendation Thredibraries should asses$ise value inpermanentlykeeping some of the
recent changes to how social media is used, sugir@ssion d virtual programming, asin
outreach servicelue to the high engagement levelss social networking has attracted.
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