
 

 

Patron Profile for Tualatin Public Library 

Summary 

Tualatin Library has 6 primary patron groups, 6 secondary patron groups, and 11 

constituent groups, with varying interests in library collections, programs, and services. 

One factor many groups share in common is a lack of awareness of the full range of 

resources the library can offer to them. Tualatin Library collects a wide range of data 

related to usage, which are regularly evaluated to determine needs and priorities of 

library users and how to meet those through library services. The library’s annual user 

survey reflects high marks for satisfaction and customer service, while program 

attendance, library visits, and total checkouts (physical plus electronic) are growing. In the 

near future, Tualatin’s population is projected to increase only slightly. Age groups 

including children, teens and younger adults are expected to decrease as a percentage of 

Tualatin’s total population, with growth projected some older adult groups. Given the 

level of service provided to youth through the library and the projected population 

growth in neighboring areas, demand for youth program is not likely to decrease. In 

addition, there is a growing need for adolescent literacy support – not just early literacy 

support – as youth who were in kindergarten when the COVID pandemic shut down 

schools are now entering middle school. Given the growth in the older adult population, 

the library should consider a fresh look at its selection of service and program offerings 

for various adult groups. As the community continues to become more ethnically diverse, 

it is important that the library continue striving for library utilization that mirrors 

community demographics. The library should continue to play a role in assisting with 

varied resource needs and program options for families and adults in the community. 

 

Major Patron Groups 

Based on usage data, observation, and community demographics, Tualatin Public Library 

has identified 6 primary patron groups: 

 families with young children (birth-preschool) 

 families with school-age children (including homeschoolers) 

 teens 

 Spanish-speaking families 

 childless adults 

 older adults  



and 6 secondary patron groups: 

 new residents within the MIX region 

 Pacific Islander families 

 houseless individuals 

 “Third Place” regulars 

 visiting groups 

 teachers / educators  

Below is a summary of how each group uses the library, resources and programs they 

access, what they enjoy, pain points that they encounter. 

Primary Patron Groups 

Families with young children include “Littles” and their parents or caregivers. The library 

needs of this group are varied, and they often become regular, repeat visitors. These 

families attend storytime then visit the Children’s Room, where they enjoy making 

connections to other families while children interact with hands-on items and conduct 

scavenger hunts. In addition to checking out a lot of books – and the families need a 

progression of reading materials as children develop and age – these families enjoy the 

library as a free entertainment and community space. As some families include multiple 

children at different age levels, these families often bring strollers, need room to 

maneuver, and are more likely to checkout multiple items at the Account Services Desk. 

These families appreciate clean and safe spaces, swift service from staff attuned to their 

needs, and engaging programs. Some of the challenges faced by this group include 

convenience / timing of programs, tight spaces, lack of spaces for nursing or family 

restrooms, and difficulties with children’s behavior. Parents are often unaware of the full 

range of resources they could access through the library.   

Families with school-age children often started using the library when their children were 

preschool-age, or their families moved to the area more recently. These families also are 

heavy borrowers of books and attend programs. For reading, many children access 

nonfiction for homework support or hobbies and areas of interest; for fiction, they 

enjoyed leveled reading, series fiction, and Oregon Battles of the Books selections. Their 

parents also may checkout materials for themselves. These families enjoy interacting with 

staff, connecting with other families in programs, and helping each other in the 

Makerspace. While these families can be resource rich – having access to Chromebooks 

from their schools and Internet access at home, streaming media, and access to ebooks 

through SORA – they may not know how to navigate the library or how to access online 

resources. There are several challenges involving this group and their library interactions, 

including that they don’t have a designated space for hanging out; children may have a 



reading level that does not match their age; they can rarely find copies of popular titles on 

the shelf; and the library may not be meeting their needs for social interaction. In addition, 

parents are unaware of the assistance library staff can offer with research or finding 

suitable materials, and parents may have expectations at the library that do not match the 

library’s current service model. Some boys disengage with the library at this age; others 

lose access because they are at their caregiver’s mercy to visit until age 10.  

When these youth become Teens, they may return to the library as a “third place” where 

they can enjoy some autonomy and independence with supervision and boundaries. Teens 

usually are not here to access traditional library resources; instead, they come for 

community, including a space to hang out and use computers. Teens represent a unique 

opportunity for the library because teens get “soft authority” and an environment in 

which to make safe mistakes in a place their parents have a positive perspective about. 

Teens often are resource-rich, but they may not know what they could access through the 

library or how. They are not frequent Makerspace users at Tualatin Library and may be 

accessing makerspaces at their schools. Teens often interact with areas of special interest, 

which could intersect with library programs (such as gaming competitions) or collection 

areas (such as manga or anime). Some of the challenges faced by teens come through their 

household, including whether they have independent access to transportation, food 

insecurity, or other needs. Losing access to the library during formative years in the 

COVID pandemic has made the library irrelevant to many teens, and the library does not 

offer streaming music or interact with online platforms relevant to them. Teens may have 

a hard time asking staff for help, and they may face misunderstanding by other library 

patrons.  

Spanish-speaking families represent children and their parents, as well as adults coming in 

for their own needs. This group may be distrustful of other government services but 

generally trust in the library. Families often come to access programs and occasionally use 

the collection, browsing in the Children’s Room. Adults come in for assistance that may be 

urgent and targeted, often need research or technology help, resource referral, and access 

programs for citizenship, language, and job-seeking support. Currently, Tualatin Library is 

seeing low use of Spanish-language materials by this group; many checkouts are instead 

by people who are learning Spanish. Visits are often initiated based on word-of-mouth or 

after relationships established with library staff in the community. These families 

appreciate that the library is thoughtful about their experiences and perspectives and that 

the library has bilingual, bicultural staff. Barriers such as language, availability of materials 

meeting their needs, lacking experience with public libraries, and fear about showing 

identification can all limit their interactions. Families may have needs that are or are not 



being met through community resources such as TTSD programs or church-sponsored 

services and clinics. 

Childless Adults include both younger adults (in their 20s and 30s) who never had children 

and middle-age adults (40s and 50s) whose children have left home. This group includes 

readers who make heavy use of holds but may also read ebooks and people who come to 

the library as a study/work space. They usually are not looking to the library to meet their 

needs for social interaction, and they usually do not seek staff help. Some may attend 

music programs and DIY or art programs in the Makerspace. In addition, they enjoy the 

board game collection and Library of Things. Online they interact with a variety of 

streaming platforms (which may or may not include library platforms) and social media 

that the library doesn’t engage with directly. Tualatin Library staff lack information about 

this group’s wants and needs that the library could meet or how to best market to them; 

they are less likely to be patient for waiting in long holds queues and may not appreciate 

the library’s boisterous days.  

Older Adults include those age 60 or older, and they may or may not be retired. Because 

this group includes such a wide age range, they are harder to categorize. Some of the ways 

people in this group use the library include accessing items through holds (which may be 

picked up by others on their behalf), ebooks and materials with larger font sizes, meeting 

rooms (as part of groups), and tax filing assistance. They often have a higher expectation 

for personal interaction during their visits, seeking help at the Account Services desk or 

with placing holds at the Information Desk. Social connection during their visits is 

important to them; they seek slower transactions and more personal attention from 

customer service. They are often vocal about enjoying and supporting the library. They 

may have physical or visual accessibility issues, which could impact their ease of accessing 

items on bookshelves or using the self-check machines. They may also have hearing 

challenges, requiring staff to repeat or speak louder. People in this group may or may not 

have Internet access or be tech-savvy; some may have switched to Libby while others may 

be unfamiliar with the platform. It is not known how many older adults who use the library 

also regularly visit the Juanita Pohl Center.  

Secondary Patron Groups 

New residents within the MIX region include people who live and/or work in Washington, 

Clackamas, or Multnomah Counties. They often visit Tualatin Library because it is a 

convenient location for them, either in proximity to work or their commute home. After 

getting a new library card, they may become a Libby user and visit rarely; they often seek 

information about local resources. Some return to attend programs. Those who check out 

materials may be confused between WCCLS and LINCC, given the library’s eighbors.  



The second largest cultural minority group in Tualatin is Pacific Islander Families. This 

group does not frequent the library, but those who do visit appreciate the sense of 

community here and how the library contributes to overall quality of life in Tualatin. This 

group often lacks awareness of resources they could access through the library and may 

face cultural barriers or misalignment between library policies and cultural practices. 

Tualatin Library does not offer any materials or bilingual staff in any of the Pacific Island 

languages although the collection contains some materials about their culture.  

Two groups that somewhat overlap are Houseless Individuals and Third Place Regulars, who 

are adults who chose to visit the library for extended periods. Patrons in these two groups 

often make use of wifi and electricity and appreciate the warm, safe space. They 

sometimes access materials in the collection for in-library use or checkout; they 

sometimes access library online resources. They typically have their own technology, 

either mobile device or laptop. Both groups typically appreciate interacting with friendly 

and welcoming staff; some houseless individuals appreciate being able to sleep here. Some 

of the challenges faced by Third Place Regulars are convenience of hours, noise levels, and 

availability of meeting rooms; for houseless individuals, their barriers may include needing 

to bring along belongings, lacking access to locally based services, and occasional 

challenges with the Library Rules. Both groups can face judgement from other patrons.  

Visiting Groups include a variety of group types ranging from student tours, adults from 

assisted living centers, and youth or adults with developmental disabilities. The interest of 

these groups also varies and can include spending time in the Makerspace, exploring 

fossils and artifacts related to the Ice Age Floods, or visiting the Children’s Room. These 

groups may or may not coordinate with staff in advance regarding their visit, meaning 

staff are not always available to assist. Limited parking at the library can also be a 

challenge.  

Teachers / Educators represent the final secondary patron group. Their interactions with 

the library are often focused on learning resources, arranging for class visits to the library 

or outreach visits to the classroom, and connecting about Summer Reading. Patrons in this 

group sometimes face challenges with checkout limits and overdue materials; however, 

becoming fine free and offering automatic renewals have alleviated some of these 

challenges.  

Other Constituent Groups 

In addition to these patron groups, there are several other constituent groups with an 

interest in the library and services provided: 



 Library Staff: Including represented and non-represented employees and managers, 

staff find both purpose and paycheck through the library. They are concerned 

about alignment of values with the community, serving library users, and providing 

access to resources, as well as their own safety, professional development 

opportunities, and income.  

 Library Support Groups: These groups include the Tualatin Library Advisory 

Committee, the Teen Library Committee, the Friends of the Tualatin Library, and 

the Tualatin LIbrary Foundation. The volunteers with these groups seek purpose 

through the library, finding mission alignment and identity, a way to give back to 

community. They care about the future of the library and offer advocacy.  

 Elected Officials: The library represents a tangible endeavor to accomplish parts of 

the City Council Vision; the library also can serve as a meeting / town hall space. 

They have a vested interest in the tax base / voter support.  

 Volunteers – These individuals enjoy giving back to community, mission alignment / 

purpose, social connection; some may be completing court-required service. They 

may also be library users or access library resources. 

 Other City Departments: Staff and managers from other parts of the City interact 

with the library for resources, a meeting space, as a communication partner. Some 

departments have found mission alignment on projects / programs. 

 WCCLS / Washington County: Partner in providing public library services; access 

point to users. It’s important to have mission alignment for the partnership of 

materials and resources.    

 Staff from Nearby Libraries: This includes libraries in WCCLS and LINCC, with whom 

the library share patrons, transit materials, make referrals, and conduct 

professional networking / support.   

 Nonprofit Partners: The library is a venue for events and outreach, a meeting space, 

and a partner for resource sharing / co-sponsored programs. 

 Local Employers / Chamber of Commerce / Downtown Businesses: This group cares 

about the library’s impact on community quality of life; may also interact for small 

business resources, meeting spaces, or as a community partner.  

 Tigard-Tualatin School District: The library provides resources for students & 

teachers; staff connect through outreach visits and to promote Summer Reading; 

some partnerships / co-sponsored programming.  

 Voters: Many of the primary and secondary groups include voters; here this means 

those who are not regular library users. They care about their tax bill, community 

access to materials and resources, the library’s impact on quality of life, and ballot 

box access. 

 



Current Patron Needs & Satisfaction  

Tualatin Library’s mission involves serving all members of the community, and 

management strives to ensure the library’s usage mirrors the community’s demographics. 

Library management encourage staff to be responsive to individual patron needs and try 

to “meet patrons where they are.” The library has targeted programs for different age 

groups, language groups, interests. Some library programming is offered outside of the 

library, particularly during summer, and library staff attend community outreach events, 

to expand library reach. The library has bilingual staff who come from a Latino cultural / 

family background, to provide library info and services to Spanish-speakers and create a 

sense of inclusion. The collection also is tailored to serve the needs of varied community 

members, including designated areas with Spanish-language and Spanish-English 

materials, and the library includes Spanish and English signage. Staff regularly refresh 

displayed materials, including highlighting cultural celebrations, to spotlight diversity 

within the community and within the collection. The Teen Library Committee is a strong 

example of how the library has successfully engaged with patrons from a range of 

backgrounds, ensuring library programs and services for youth remain relevant. When 

conducting user surveys, the library promotes the survey on a variety of platforms, to 

encourage non-users as well as users to participate and share feedback. 

Tualatin Library collects a wide range of data related to usage, which are regularly 

evaluated to determine needs and priorities of users and how to meet those through 

library services. This data include:  

 Circulation and collection usage  

 New cards and patron card activity   

 Library visits and program attendance  

 Reference and information requests  

 Computer and wifi use   

 Program assessment surveys  

 Annual user survey   

 Direct patron feedback (comment cards, staff interactions, online & social media 

comments)  

 Behavior log, incident reports, safety inspections   

At least every three years, as part of updating the library’s strategic plan, library 

management gathers and evaluates demographic information about the community. The 

library often conducts additional information gathering about community needs during 

strategic planning, including conversations with library support groups (TLAC, TLC, etc.), 

interviews with key stakeholders, community engagement meetings, and focus groups. 



Library management regularly reviews key data points with the Library Advisory 

Committee. The library’s strategic plan identifies priorities for a three-year period, in line 

with City Council priorities. Library management evaluate statistical data as part of 

developing the library's annual budget and results from the annual survey in service and 

program planning. In addition, management and staff coordinate with WCCLS, whose 

plans, goals, and funding can shape local service delivery.  

The library’s annual user survey measures satisfaction, customer service rating, 

frequently used and most valued services, and other specific feedback. In 2024, the survey 

included several questions related to programming, including preferences for time / day 

and program topics. Nearly 440 people participated in the 2024 survey, with 41 percent 

saying they visit the library once or more per month and 23 percent saying they visit at 

least weekly. These two categories have shifted since 2019, with a 39 percent decrease in 

weekly visits and increasing monthly/bimonthly visits. Library customer service received 

an average rating of 4.6 out of 5 stars with 98 percent of respondents rating library 

customer service as good to excellent and 91 percent agreeing or strongly agreeing that 

the library is a welcoming place. People who identified as infrequent visitors were asked a 

question about the library’s most valuable services; 74 percent selected providing library 

materials, with more than one-third selecting supporting childhood literacy, offering a 

place for homework or study, and supporting lifelong learning.  

Significant increases or decreases in the regular utilization statistics (such as visits or 

collection usage) can be used as part of analysis to measure satisfaction (ie, declining visits 

as a trend over time could indicate decreased satisfaction among regular users). Fiscal 

year 2024-25 saw a 4 percent growth in visits to the library compared to FY 2023-24, 

which had a 9 percent growth over the previous year. However, visits in FY2024-25 still 

remain 26 percent below the level in FY2018-19 (the full year before the COVID 

pandemic). On the other hand, total checkouts in FY24-25 were 11 percent above 

FY2018-19. This growth has come from checkouts of ebooks and other online library 

materials. Just examining checkouts of physical materials, usage has decreased 19 percent 

since FY2018-19. Where the library is seeing growth is in program attendance. FY2024-

25 included record attendance, more than 26,600 over the year, which reflects a 35 

percent increase since FY2018-19. The data on library visits and checkouts matches 

regional and national trends. In comparison to about 20 other public libraries in Oregon 

with service populations between 25,000 and 45,000, average total program attendance 

in FY2018-19 was 15,700. In FY2023-24, it was 11,100 representing a 29 percent 

decrease. During that time, the average number of programs offered dropped by 13 

percent.  However, Tualatin Library increased it the number of program offerings by 9 

percent from 695 to 756 and saw attendance grow by 35 percent. (Note: the library 



changed how it counts program statistics in FY2023-24, although this change does not 

account for the full increase. National data is not yet available for recent fiscal years in 

order to compare program attendance.)  

Additional formal assessment (such as program surveys) and informal assessment (such as 

unstructured conversations between staff and program attendees) is used to determine 

satisfaction with programs. Management also regularly reviews comment cards, which are 

available in a visible location in the library; comment cards are also reviewed with the 

Library Advisory Committee. At times, management has formally collected feedback 

shared by staff about their interactions with patrons, including complements, complaints, 

and suggestions. Generally the majority of feedback received through these mechanisms 

is positive.  

Taking a broad look at the library’s patron groups and other constituent groups, critical 

needs pertaining to the library include: 

 A welcoming, clean and safe environment  

 Staff committed to the library’s mission, strategic goals, and “why”  

 Excellent patron-focused service delivered by well-trained and supported staff 

 Recognition by staff and management of equity, diversity, and inclusion  

 Strong understanding and commitment to service to the public  

 Fair and balanced library policies including enforcement  

 A diverse and balanced collection of materials  

 Quality programming that supports strategic goals 

 Convenient hours of operation  

 Availability of resources 

 Thorough communication about the library, as well as its services and programs  

 A strong focus on the needs of today with a commitment to continued quality 

service and expertise in the future 

 

Changing Patron Needs 

Based on information from Greater Portland Inc., over the next five years Tualatin is 

projected to grow only slightly, adding about 140 units of housing and about 20 additional 

families. The median age is expected to increase from 38.6 to 40. Age groups including 

children, teens and younger adults are expected to decrease as a percentage of Tualatin’s 

total population, with growth projected for 45-54 year-olds and those age 65 or older. 

Tualatin will continue becoming more diverse, with increases in population among Asian 

people, Hispanic/Latino people, and people of two or more races. Tualatin is also 



becoming more wealthy. Households earning $100,000 or more annually are projected to 

increase as a percentage of Tualatin’s population, while all income groups below that 

threshold are projected to decrease as a percentage of the total. Tualatin’s projected 

population growth and rate of increase for household income are below the projected 

increases at the state and national levels. On a longer horizon, data from Metro (the 

regional coordinating agency for Multnomah, Washington, and Clackamas Counties) 

shows a 1.4 percent population growth in Tualatin between 2020 and 2030, with a 6.3 

percent population growth between 2030 and 2040. In those same intervals, Washington 

County’s population is projected to grow by 8 percent then 16 percent.  

On average, about 930 youth (under age 18) attend library programs each month. This 

represents less than 20 percent of the under 18 population in Tualatin. Although the 

number of total youth represented among Tualatin’s population is declining, given the 

level of service provided to youth through the library and the projected population 

growth in neighboring areas, demand for youth programs is not likely to decrease. In 

addition, there is a growing need for adolescent literacy support – not just early literacy 

support. Youth who were in kindergarten when the COVID pandemic shut down schools 

are now entering middle school, and school data show growing deficits in reading 

proficiency as children exit third grade. 

Given the growth in the older adult population, the library should consider a fresh look at 

its selection of program offerings for various adult groups and consider what gaps exist 

within Tualatin’s resource environment for the older adult group. It would be worth 

examining whether the growth in older adults is consistent across ethnic groups or 

concentrated in any group.  It also would be worth new conversations with staff at the 

Juanita Pohl Center and the Parks and Recreation management to clarify lines, roles, and 

collaboration opportunities between the library and the Pohl Center in serving older 

adults in the community.  

As the community continues to become more ethnically diverse, it is important that the 

library continue striving for library utilization that mirrors community demographics. 

Relationship-building with community members by staff has been a key factor in the 

library’s past success in serving Latino and other immigrant populations in the community. 

This is not likely to change, nor will pressures within the community related to housing 

availability and affordability. The library should continue to play a role in assisting with 

varied resource needs and program options for families and adults in the community.  


