Highland

——— Public Library

Patron Complaints Policy

The Highland Public Library aims to provide the highest levels of satisfaction and service to its patrons.
However, we understand that there may be times when a patron wishes to make a complaint. Each
complaint will be promptly addressed, and the complainant will be treated with respect.

The Library staff acknowledges that occasional complaints may arise about Library services. Although we
hope these occurrences will be rare, the Library has a policy in place for handling complaints. A positive
and timely response can help in resolving a complaint.

1. The complainant must know that objections will be taken seriously and that their interest in the
Library's operation is welcome.

2. Complaints involving an inadvertent lapse in Library service may be addressed with a simple apology,
accompanied by an explanation of the Library's desire and mission to provide the best possible service to
the community.

3. Complaints about books and material selection must follow the Policy Concerning a Request for
Reconsideration of Library Materials.

4. All other complaints should be submitted in writing using the Patron Complaints Form. Any submitted
complaints will be forwarded to the Library Director for review and follow-up. Staff will also inform the
Director of recurring complaints, even if a formal complaint form wasn’t submitted. The Director will
keep the Board of Trustees informed of any complaints and their resolution.

5. If a complaint cannot be resolved by the staff or the Director, it should be forwarded to the Board of
Trustees for evaluation. The Board will promptly review all complaints and provide a verbal and/or
written response to the complainant.
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