KEY PERFORMANCE INDICATORS
JANUARY TO DECEMBER 2020 vs 2019

New Memberships

YTD 2020

@" The number of in-person and online

memberships created

29K

Active Memberships YTD 2020
¢e The number of active cardholders within the

past 12 months (December 2019 to 28 ‘| K

December 2020)

% Change

-50%

% Change

-4%
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Total Visits
4M

Total Visits

° YTD 2020 % Change o
The number of in-person and EPL 0 9
J website visits 7 6 M _ 3 8% -
oM
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Branch Visits
2M

In-Person Visits

. o e l l .

The number of in-person visits to EPL's - -
oo ] _ 0 oM
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Website Visits

2M
- Website Visits YTD 2020 % Change 1M
wweplca The number of visits to EPL's website 5.7M -15% .
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p— Website Users YTD 2020

The number of users visiting EPL's 2 9M
website ]

App Sessions
o PP YTD 2020
b The number EPL mobile app sessions 90 5 K

% Change
-14%

% Change
-58%
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Computer Usage

The number of computer hours used by
EPL's customers

L]

Unplanned Service Outages

The number of IT outages

YTD 2020

225K

YTD 2020
82

% Change

-73%

% Change
-20%
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Total Time Used (hours)
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Wireless Data Usage (TB)
? The amount of data (in Terrabytes) used by
customers connected to EPL's wireless
service

Wireless Usage Sessions

The number of times a customer connected
to and used EPL's wireless service

o
“

YTD 2020
62.5

YTD 2020
2M
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Wireless Data Usage (TB)
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Total Borrowing

The total of Physical Circulation and
eResource Usage

WWW‘@ Physical Circulation

N2

The number of customer checkouts
and renewals

eResource Usage

The number of checkouts, downloads,
plays and views of all types of electronic
resources

=e:
N2

YTD Total

8.8M

YTD Total

3.4M

YTD Total

oM

% Change

-23%

% Change

-395%

% Change

34%
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eLearning Sessions

0.2M
eLearning Sessions YTD Total % Change
The number of courses used, resources
(E; ” \ accessed, tutor sessions and views of 847K 1 2% 0.1M
eLearning databases
0.0M
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Physical Circulation - Early Literacy

0.3M
Physical Circulation - Early Literacy YTD Total % Change 0.2M
The number of customer checkouts and
renewals of early literacy materials (for A 5 1K - 58%
children ages 0-5). Formerly called 0.1M
"Children's Material Borrowing"
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Classes & Events Offered

YTD Total
| co & The number of in-person, outreach, online live, and
22 online recorded classes and events offered 6 4K

Year In-Person Outreach Online Live Online Recorded
V'S

2019 14,049 10,210
2020 2,921 2,262 582 642

Classes & Events Attendance YTD Total (Attendance
& Views)

Attendance at in-person and views of online live

and online recorded classes and events 1.2M

Year In-Person Outreach Online Live Online Recorded
v

2019 246,548 234,129

2020 46,538 23,700 10,642 1,070,005

Total Offerings
In-Person @ Outreach @Online Recorded @ Online Live
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KEY PERFORMANCE INDICATORS Early Literacy Offerings

@ In-Person Classes ® Online Recorded Classes @ Online Live Classes

JANUARY TO DECEMBER 2020 vs 2019 5000

Early Literacy Classes & Events Offered YTD Total

Y The number of in-person, online live and online 1 7K
u C | recorded early literacy classes and events offered )

Year In-Person Online Live Online Recorded
V'S

2019 6,688

20201 1415 113 201 Coar Qtr2 Qtr3 Q4 Qi Qtr2 Qtr3 Qtr4
- 2019 ; 2020
Early Literacy Attendance and Views
@ In-Person Attendance ® Online Recorded Views @ Online Live Attendance
250K ...............................................................................................
Early Literacy Classes & Events YTD Total

Attendance

508K

Attendance of in-person and views of online live
and online recorded classes and events

Year In-Person Online Live Online Recorded
V'S

2019 156,028
2020 29,098 2,383 476,987

Qtr 1 Qtr 2 Qtr3 Qr4 Qi Qtr2 Qtr3 Qtr4
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KEY PERFORMANCE INDICATORS Digital Literacy & Making Offerings

@ 1In-Person Classes ® Unique Online Recorded Classes @ Online Live Classes

JANUARY TO DECEMBER 2020 vs 2019

500 ................................................................................................
40
Digital Literacy Classes & Events Offered 30
= y YTD Total
?b The number of in-person, online live and online 20
— recorded digital literacy classes and events offered 4 5 2
10

Year In-Person Online Live Online Recorded
V'S

2019 1,604 o Qr2 Qw3 Qw4 Qi Qr2 Qw3 Qw4
2020 368 9 75 | 2019 | 2020

Digital Literacy & Making Attendance and Views

@ In-Person Attendance ® Online Recorded Views @ Online Live Attendance

Digital Literacy Outreach Classes &

Events Attendance YTD Total (Attendance 100K
& Views)

Attendance of in-person and views of online live
and online recorded classes and events 1 82K

Year In-Person Online Live Online Recorded SOK

-~

2019 15,223

2020 3,648 58 178,564
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2 Virtual Customer Service

Number of Customer Interactions Number of Interactions by Top 5 Categories

Mode @ Chat @Email ®Phone
4K Membership and Accounts

Online Services
2K Service Detail/Feedback
. . I l I Collections

b""

\),b \),bd ?)‘(‘S\ P*Q‘\ @fo\\ \ &\e \ ) \\5\ ‘Oe( Reference/Recommending
Q N\

<
\2 «® ?~ %Q'Q&e QC $oq® Oec,e'

8.5K

Year Chat Email Phone
2020 11,155 10,540 7,335
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Welcome Baby - Bags Delivered

3K
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Welcome Baby - Bags Delivered YTD 2020 % Change 2K

The number of welcome baby bags

delivered 7 K - 3 1 %

0K
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