The Carnegie Library of Pittsburgh (CLP)

Materials Reconsideration Request

Name ​​_______________________________________  Date  _______________

Address  _________________________________________________________

_________________________________________________________________

Phone  _____________________



Author  ___________________________________________________________

Title  _____________________________________________________________

CLP Call Number  ___________________________________________________

º Book          º Sound Recording          º Magazine          º Video          º Other

Why do you feel this item should not be in the collection at CLP?

_________________________________________________________________
     




_________________________________________________________________


Did you read, hear, or view the item in its entirety?  _____Yes    ______No

What specific pages or section of the item illustrate your point?

_________________________________________________________________


_________________________________________________________________


Would you regard the item as appropriate for any age group?  If so, which?

_________________________________________________________________


Other comments that would be helpful to the committee reviewing this request?

_________________________________________________________________


_________________________________________________________________


FORM #210 REVISED 2005
P & P         PS 001_____    _____________  

SUBJECT    Customer Complaints –Materials
                                           DATE        June 2005          ____________



CUSTOMER COMPLAINTS – MATERIALS

ROUTINE FOR HANDLING COMPLAINTS ABOUT MATERIALS IN THE LIBRARY COLLECTION

I.   Adult and Teen Materials

· Remain calm.  If you know the material being discussed, point out the positive aspects of the work.  Do not argue with the customer.
· If the customer is not satisfied, ask him/her to put the complaint in writing, using the CLP Materials Reconsideration Request and being as specific as possible about the objection.  Tell the customer we must have the complaint in writing so that a committee can review it.
· Provide the customer with a photocopy of the completed form.
· Forward the completed form to your supervisor.
· Supervisor forwards a copy of the complaint to:
•  The Deputy Director
•  Coordinator, Collection Services

•  Manager, Neighborhood Libraries

- if it is a Branch complaint



•  Director, Main Library Services

· if it is a Main Library complaint

•  Coordinator of Teen Services

· if it is a teen title

· Coordinator of Collection Services convenes a committee of three librarians for review.  For non-fiction materials, the committee may call upon appropriate subject specialists to assist in evaluation.

· The committee reviews the complaint, examines the material, and makes a written recommendation to the Deputy Director.  The recommendation should be made within two weeks of receiving the customer complaint.

· The Deputy Director responds to the customer in writing, informing   

 him/her of the Library’s decision.  
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II.   Children’s Materials

· Remain calm.  If you know the material being discussed, point out the positive aspects of the work.  Do not argue with the customer.
· If the customer is not satisfied, ask him/her to put the complaint in writing, using the CLP Materials Reconsideration Request and being as specific as possible about the objection.  Tell the customer we must have the complaint in writing so that a committee can review it.
· Provide the customer with a photocopy of the completed form.

· Provide the branch manager or Children’s Department Head with a photocopy of the completed form.

· Forward the completed form to the Coordinator of Children’s Collections.

· The Coordinator of Children’s Collections forwards a copy to:
•  The Deputy Director

•   Manager, Neighborhood Libraries

- if Branch complaint



•   Director, Main Library Services

- if Main Library complaint



•   Coordinator of Youth Services

· Coordinator of Children’s Collections convenes a committee of three librarians to review the complaint

· The committee reviews the complaint, examines the material, and makes a written recommendation to the Deputy Director.  The recommendation should be made within two weeks of receiving the customer complaint.

· The Deputy Director responds to the customer in writing, informing 

     him/her of the Library’s decision.  Copies of the letter are forwarded to 

manager of the location where the request was received and to the Coordinator of Collection Services or Coordinator of Children’s Collections as appropriate.

