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Acknowledgment of Country  
and People

State Library Victoria acknowledges the traditional 
lands of all the Victorian Aboriginal Clans, and their 
cultural practices and knowledge systems.

We recognise that our collections hold traditional 
cultural knowledge belonging to Indigenous 
communities in Victoria and around the country. We 
support communities to protect the integrity of this 
information, gathered from their Ancestors in the 
colonial period.

We pay our respects to their Elders, past and 
present, who have handed down these systems of 
practice to each new generation for millennia.

Our engagement

At State Library Victoria, engagement is about 
listening, connecting, and creating impactful 
experiences for all Victorians.

We listen to, observe and seek to understand 
our community so we can respond to and 
anticipate their needs and preferences, today 
and tomorrow.

We connect people with our incredible 
collections, expertise and spaces, with thought-
provoking ideas, and with each other.

We create experiences that surprise and delight, 
are a platform for discovery and learning, and 
enable diverse voices to be heard.

Through listening, connecting and creating 
we can inspire curiosity and creativity, 
build knowledge and skills, and strengthen 
communities.

Our Engagement Strategy will guide our efforts 
and grow our impact over the years ahead. It 
outlines the role of engagement at State Library 
Victoria and our engagement goals, priorities 
and targets for the next four years.

Cover image: Library on the Lawn summer celebration, 
January 2021. Photograph by Carmen Zammit.
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We listen  
to what Victorians need, 

want and prefer from 
the Library. 

We connect  
Victorians and visitors 

with our collections and 
safe spaces. 

We create  
meaningful experiences 
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discovery, dialogue  

and delight. 
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Financial 
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Our vision
A library for all in a changing world. 

Our purpose
We believe that access to information and stories builds knowledge, strengthens 

community and inspires our future.

Our engagement outcomes
 More Victorians engage with State Library Victoria.

 Engagement with the Library inspires curiosity and builds new skills.
 Victorians value the State Collection as an accessible, trusted source  

that enables the creation of new knowledge.

Our engagement measures
 100% growth in First Nations, rural & regional and early-stage founder audiences

 75% of our visitors will learn or create
 10% growth in engagement with the collection

Greater 
awareness of 

and connection 
with the Library

Inclusive 
experiences that 

foster learning 
and creativity

Strong, authentic 
relationships 

with First 
Nations people 

that benefit 
Aboriginal 

communities

More rural 
and regional 

Victorians 
engage with  
the Library

Founders from  
all walks of life 
are supported 

to set up 
sustainable 

ventures 

Our role

Our impact
To empower individuals and communities to achieve their own goals, we:

Our goals

Our enablers

Our Engagement Strategy 



The Engagement Strategy 2020–24 sets out 
our engagement role, goals and priorities for 
the next four years. This strategy establishes 
guidelines for our engagement activities and 
demonstrates how our engagement work is 
central to the State Library Victoria Strategic 
Plan 2020–24. 

It is not only a strategy to guide the work 
of the Library team, it is also for Library 
users, the community, our partners and 
other stakeholders. It is a way to increase 
understanding of engagement and to be 
transparent about our focus. 

In 1856 State Library Victoria was opened as a 
‘great emporium for learning’: a safe and open 
place for everyone, and a meeting point for 
memory, discovery, culture and ideas. 

While its form is ever-changing – physically and 
now digitally – the Library remains a place for 
all Victorians. It’s a place for manifesto writing, 
ground-breaking research and community 
organising; for puppet shows and podcast 
recordings; for mums with bubs and for rousing 
debates; for starting a business, writing a 
game-changing novel or dreaming of a 
different future. 

To be a Library for all, we must be an active 
part of our community – by connecting with 
people and helping them connect with us. 
Engagement encompasses all the ways we 
listen and connect, and create experiences 
that enrich people’s lives. 

Introduction Our engagement We engage in order to:
• Understand the people we serve 
• Let people know about the Library and claim 

it as their own
• Inspire people to become active 

participants, supporters and advocates of 
the Library 

• Work with the community to design services 
that meet their needs 

• Encourage exploration and discovery of our 
collections 

• Build skills to access and use information for 
work, study and leisure

• Seed the creation of new works and 
enterprises

• Bring people together to build healthy, 
informed and resilient communities.

People engage with the Library for different 
reasons, at different stages of their life. In 2019 
we welcomed over 2 million onsite visitors and 
5 million online visitors – students and tourists, 
families and researchers, entrepreneurs and 
culture lovers. 

In serving a diverse community, we tailor our 
engagement to meet people’s needs and foster 
a deeper connection with the Library. We aim to 
open up pathways to take people from casual 
visitor to participant, to explorer, and to supporter 
as a member, donor, volunteer or advocate.

Our engagement builds on our unique 
strengths: 
• Our enduring role as an institution of lifelong 

learning for all Victorians
• Our broad and deep collection, which 

preserves the stories of Victoria and acts as a 
catalyst for ideas and debate 

• Our leadership in the sphere of books, writing 
and storytelling, encouraging exploration 
of how truth and stories are crafted and 
reinterpreted through time

• Our inspiring spaces in the heart of 
Melbourne, linked to communities 
across Victoria through technology and 
partnerships.

To amplify our reach and impact, we adopt a 
hybrid delivery approach:
• Our staff design and deliver content and 

experiences based on our unique collection 
and expertise.

• We partner with other organisations to offer 
complementary services and programs that 
contribute to our goals.



Customer service
We work hard to ensure that everyone 
interacting with the Library experiences 
welcoming, professional service at every stage 
of their journey – whether checking opening 
hours on the website, booking tickets for an 
event, asking for directions or delving into our 
collection. Our team supports access to our 
spaces, facilities and technology, including 
free wi-fi, meeting rooms, public computers, 
audio studios and assistive technology. 

We are guided by our service design principles 
which envision the Library as a place for 
everyone, providing services both physically 
and digitally, connecting visitors with the right 
expertise at their point of need, empowering 
visitors to serve themselves, and monitoring 
and adjusting services to respond to visitor 
needs. 

Collection and information access
The Library collects, preserves and shares the 
stories, history and experiences of all Victorians. 
Our collection includes books, manuscripts, 
letters, newspapers, magazines, maps, sheet 
music, vinyl records, ephemera, paintings, 
photographs, recordings, clothing and realia, 
covering an enormous range of subjects and 
areas of interest, with many items unique to the 
Library. This remarkable collection is a valuable 
research resource and a source of inspiration 
and interest for people across Victoria and 
around the world. In addition, the Library 
provides Victorian residents with free online 
access to an extensive range of subscription 
ejournals, databases, ebooks and other digital 
resources.

Our team connects people with these 
collections and resources through supported 
and self-guided services, including:  
• Assisting with reference enquiries on site and 

by email, chat and phone
• Developing search interfaces, reference 

guides, indexes, blogs and other resources 
to open up the collection and support self-
guided research 

• Culturally safe support for First Nations 
research through the Victorian Indigenous 
Research Centre

• Retrieving collection items on request and 
providing secure access to rare, valuable 
and fragile items 

• Supporting access to non-print items such 
as microfilm, microfiche and audiovisual 
materials

• Providing training and guidance to build skills 
in finding, analysing and using information.

Exhibitions 
Exhibitions not only encourage exploration 
of our collections, but as welcoming and 
communal experiences they foster an active and 
connected Library community. Visitors see familiar 
objects anew and never-seen-before objects 
in ways that provoke curiosity and wonder. 
Exhibitions are laboratories for ideas, connecting 
people with objects and concepts that traverse 
time and place. By looking at the past and 
present, exhibitions help us shape our future.

The depth and breadth of our collection 
provides enormous scope to illuminate historical 
and contemporary issues and explore a 
diverse range of interests. Our spaces allow for 
exhibitions on both grand and intimate scales. 
Digital technology enables us to reach people 
beyond the Library’s walls and transform ideas 
about what an exhibition can be. 

Engagement activities 

Programming
Our programs aim to surprise and delight, 
offering inspiring, entertaining and empowering 
experiences for visitors of all ages. From 
festivals and major cultural events to intimate 
gatherings and behind-the-scenes exploration, 
the memorable experiences we design build 
awareness of and connection with the Library, 
showcase our collection, celebrate bold ideas, 
and foster learning and the creation of new 
work. 

Through programming, we raise the profile 
of Victorian and Australian literature and 
encourage a love of reading at all ages. We 
offer innovative learning experiences for school 
students, and lifelong learning opportunities 
through talks, workshops and tours. Library 
Fellowships support research and creativity 
inspired by our collection. Through StartSpace, 
we nurture emerging enterprises in creative, 
social and educational fields and more. Our 
events are delivered physically and digitally, 
onsite at the Library and across Victoria.

Marketing, communication and 
stakeholder engagement
In all our engagement, we start by listening to 
our community to understand the needs of the 
people we serve. 

We draw on this understanding to inform 
how we let people know about the Library’s 
work, share stories from the collection, and 
encourage people to visit and explore our 
services and programs. Victorians and people 
around the world read about our work in 
newspapers and magazines, see and hear 
about the Library on television, radio and 
online news, follow and interact with us through 
social media, and explore our websites and 
podcasts. We support onsite visitors through 
relevant communication at their points of need, 
from banners and signs to digital and printed 
information and content. We create avenues 
for individuals and partner organisations to 
support the Library’s work through membership, 
donation and sponsorship. We build and 
nurture relationships with valued partners 
and stakeholders across government, library, 
education, business, creative and community 
sectors. In all our engagement, we strive to be a 
trusted voice, inspiring new ways of looking at, 
thinking about and engaging with the Library.

Image to the right: ABC Radio Melbourne Drive's 
Rafael Epstein broadcasting The unofficial history 
of State Library Victoria, March 2021.  
Photograph by Darcy Hodgson.



Our goals

Our goals outline the focus of our engagement activities for the next four years. Each of these 
is important and aspirational and will require commitment, strong partnerships and dedicated 
resourcing over many years for us to achieve success. 

Greater awareness of and connection with the Library
The Library is free and open to everyone. We want people to know about us, visit us onsite and 
online, find value in our services and feel connected with us. 

High-profile activities such as media coverage and major events attract attention, excite the 
imagination and drive action. New visitors are inspired to experience our spaces, collections, 
services and programs for the first time. Returning visitors discover unexpected and intriguing ways 
to expand their experience of the Library.

Building awareness of and connection with the Library enables us to continue our mission as a free 
institution of public learning for all, now and for future generations. Passionate Library supporters 
contribute to our mission by becoming advocates, members, volunteers, donors and sponsors. 

Over the next four years, we will:
• Listen to and learn from visitors and the community to understand their needs and develop 

tailored services, programs and communications 
• Raise the profile of the Library and our new spaces and services through our digital platforms, 

partner organisations and paid advertising
• Implement a new brand strategy to boldly express what it means to be a library for all in a 

changing world
• Work with cultural and technology partners to deliver high-profile, memorable physical and 

digital experiences 
• Refresh our free and paid membership categories to meet the needs of different visitors 
• Strengthen how we work with supporters and partners who share our vision and values
• Through two-way communication and collaboration, work with communities to shape our 

collecting, services and programs 
• Share our expertise through thought leadership in public and professional forums
• Support our team to communicate our offer and be ambassadors for the Library at every service 

touchpoint
• Build our capabilities in using data to inform the design of our services.  

Our role 

Engagement is how we connect with people to deliver cultural, social, educational and 
economic benefits. We have defined our engagement role as having three core functions: 
listening, connecting and creating.

We listen to what Victorians need, want and prefer from the Library. 
We listen to, observe and seek to understand our community in order to respond to and 
anticipate people’s needs and preferences, today and tomorrow. 

We connect Victorians and visitors with our collections and safe spaces. 
We bring people together to connect with our collections, expertise and spaces, with 
thought-provoking ideas, and with each other.

We create meaningful experiences and opportunities for discovery, 
dialogue and delight. 
We create meaningful experiences that surprise and delight, are a platform for discovery 
and learning, and enable diverse voices to be heard and to interact with one another.



A note on language
We recognise there are many 
terms used to refer to the traditional 
custodians of the lands on which 
we work. Over the years, these have 
included Aboriginal and Torres Strait 
Islanders, Indigenous, First Peoples, 
Koori people and more recently, 
First Nations. If you would prefer to 
read through the document with 
another term in mind, please do.

Independent learning is at the heart of the 
Library’s purpose. At every stage of life, Library 
visitors are encouraged to follow their curiosity 
and embark on their own journey of discovery 
through our vast collections and information 
resources. Individual learning pathways are 
expanded and enriched through access 
to original content, curated experiences, 
inspiring spaces, and new technology, as well 
as connection with other people, as expert 
guides, provocateurs, storytellers, creative 
catalysts and fellow explorers. This exploration 
underpins the creative work that enriches 
lives and our society through art, scholarship, 
enterprise and invention.

As we support learning and creativity, we 
recognise that there are access barriers 
facing some people and communities. We 
will focus on removing barriers and making 
every interaction with the Library as effortless 
and rewarding as possible. We will provide 
information, tools and support to help people 
chart their own journey of learning and 
creation, in person and digitally.  

Over the next four years, we will:
• Reimagine and reshape how we use digital 

technology across all engagement activities 
to maximise self-guided learning and 
creativity for all community members

• Review our service model in line with 
our redeveloped spaces and changing 
community needs by mapping user journeys, 
addressing pain points and barriers, and 
ensuring a positive visitor experience, onsite 
and online

• Review our engagement activities in order 
to strengthen independent learning and 
creativity outcomes, drawing on our unique 
strengths, including spaces, collections and 
expertise, and ensuring alignment with our 
impact areas 

• Establish StartSpace, a community for 
early-stage entrepreneurs to build skills and 
networks to support the creation of new 
enterprises

• Work with community organisations 
and leaders to co-curate and co-
design experiences with diverse talent, 
perspectives, histories and stories 

• Establish an organisation-wide Inclusion, 
Diversity and Access Portfolio to identify and 
address barriers and build staff competency 
in delivering accessible, inclusive services  

• Recruit staff and volunteers who reflect the 
diversity of our community

• Develop an evaluation framework to 
understand and communicate the Library’s 
learning and creativity impact in the 
community.

Inclusive experiences that foster learning and creativity

We are committed to the self-representation and 
self-determination of First Nations communities. By 
listening to and collaborating closely with Aboriginal 
communities and organisations, we can elevate 
their voices, experiences and culture. In addition  
to First Nations communities seeing themselves in 
and benefiting from our engagement, this is also  
an opportunity for non-Aboriginal people to listen,  
learn and reflect. 

The Library’s Koori Unit and the Victorian Indigenous 
Research Centre are central to the Library’s 
engagement with Aboriginal communities. The Koori 
Unit leads the Library’s consultation with Aboriginal 
organisations and communities and guides culturally 
appropriate co-design of services, programs, 
exhibitions and other engagement activities that are 
determined by Aboriginal people and communities. 

Over the coming years we will ensure our 
engagement is culturally safe by increasing self-
determined Aboriginal voices and stories and 
signposting colonial material. We recognise this is  
an ongoing process. The following priorities are  
the steps we will take to achieve this.

Over the next four years, working in concert with the 
Library’s Victorian Indigenous Research Centre, we will:
• Set up a First Nations advisory group for the Library
• Listen to, engage and build strong relationships 

with First Nations people, organisations and 
communities

• Recruit and support Aboriginal people to join the 
Library team and continue to create a culturally 
aware and safe work environment

• Provide a dedicated space for Aboriginal  
people to access Library services, programs  
and collections

• Engage First Nations colleagues and partners to 
lead the development and delivery of services, 
programs, exhibitions and content which is 
culturally safe, relevant and inclusive of First 
Nations perspectives and stories

• Engage more First Nations people as creative 
talent, for example as speakers, performers,  
artists, curators, writers and Fellows

• Implement a secondment program for Experience 
group staff to work in the Victorian Indigenous 
Research Centre

• Take our collections and programs to First  
Nations communities, with guidance from 
Aboriginal Elders and in close collaboration  
with our colleagues in the Collections team.

Strong, authentic relationships 
with First Nations people that 
benefit Aboriginal communities



The Library is here for all Victorians. Over the 
next four years, we will review and redesign 
our services and programs to maximise 
access for rural and regional communities 
by strengthening digital delivery and local 
partnerships.

Over the next four years, we will:
• Conduct an audit of our engagement with 

regional and rural Victoria, including existing 
partnerships

• Consult broadly with rural and regional 
people, public libraries, arts organisations 
and community groups to understand their 
strengths, challenges and priorities and how 
we can best support them

• Review all engagement activities to 
maximise statewide access through 
digital-first, digital/physical hybrid, or local 
partnership delivery

• Develop and share relevant, engaging 
online content with rural and regional 
communities to build awareness and 
engagement with Library collections and 
services

• Review the Library’s brand to ensure it 
reflects the Library’s statewide reach

• Partner with Victorian public libraries to 
support two-way interactions with rural and 
regional communities

• Establish rural and regional hubs for Fellows 
and StartSpace members.

More rural and regional Victorians engage with the Library

Now more than ever, the Library has a critical 
role to play in addressing the needs and 
challenges faced by Victorians. Accelerated 
by COVID-19, the world of work is changing 
rapidly, moving to digital, knowledge-based 
and entrepreneurial ways of operating at 
both the local and global level. To this end, 
the Library will establish and grow StartSpace, 
a new service to support people with an 
entrepreneurial idea, focusing on the earliest 
stages of the business journey.  
 

Over the next four years, we will: 
• Establish introductory programs to provide 

information, training and peer networks for 
new entrepreneurs 

• Provide targeted programs for under-
served audiences and sectors, including 
creative industries, social enterprises, female 
and gender-diverse founders, First Nations 
people, people from culturally diverse 
backgrounds, and students 

• Establish industry partnerships to connect 
new founders with knowledge, guidance 
and mentorship 

• Build a community of alumni who become 
part of the small business and startup sector 
across Victoria, contributing to community 
resilience and the Victorian economy 

• Prototype a model for libraries to support 
early-stage entrepreneurs, and explore 
opportunities to expand the service to public 
libraries across Victoria. 

Founders from all walks of life are supported to set 
up sustainable ventures 

Photograph by Fabiana Guerreiro, Fishermen onboard 
the Believer, Port Campbell, Victoria, 2020. From Window 
on Collections: The Rural and Regional Photography 
Commission display.



About us
Opened in 1856 as the Melbourne Public Library, 
State Library Victoria is Australia's oldest public 
library and one of the first free public libraries in the 
world. We began with a collection of 3846 volumes 
on the shelves and over more than 160 years we 
have collected almost 5.5 million items including 
books, manuscripts, serials, photographs, artworks, 
maps and ephemera. Each year we add more than 
70,000 items to the Library’s rich collection.

The Library is one of Victoria’s cultural icons, 
dedicated to knowledge, creativity and 
learning. We strengthen communities and 
inspire participation with a full calendar of free 
exhibitions, events, talks, workshops and children’s 
programming every season. Each year we 
welcome more than two million visitors to the Library 
and attract more than five million visits online. Our 
visitors include families and children, local and 
international students, entrepreneurs, researchers 
and culture lovers from all over the world.

State Library Victoria 
328 Swanston Street 
Melbourne VIC 3000 
Australia  
slv.vic.gov.au


