Adopted 8-9-11
SPARTA TOWNSHIP LIBRARY
PATRON GRIEVANCE POLICY/ PROCEDURE
It is the goal of Sparta Township Library to provide the best possible library service to the residents of Sparta Township. Library policies and procedures have been developed to provide fair and efficient service to all individuals. Persons who have experienced difficulties with service or who wish to question a library policy are always welcome to discuss those concerns with library staff. Library staff will endeavor to resolve those issues as quickly and fairly as possible.  If an informal meeting with library staff does not settle the complaint, a patron may request to enter into the Library’s formal grievance procedure.
A patron who wishes to file a formal grievance about a library policy or procedure, a service, or a staff member’s conduct should submit a complaint in writing to the Library Director using the Patron Grievance form, available upon request. The written complaint should include the date of complaint; the name, address, and phone number of the individual making the complaint; and a detailed discussion of the issue.  If the complaint deals with a specific incident, it should also include the date of the incident. The Library Director will make every effort to respond to the grievance immediately, but should provide a decision within 5 * working days after receiving the grievance form. The decision will be in writing.
If the grievance is not satisfactorily resolved to the individual’s satisfaction, the individual may request that the issue be brought before the Library Board using the Patron Grievance Form. The request will be added to the agenda of the next board meeting as New Business.  A copy of the request; prior discussion and written information, if any, will be included in a packet sent to the board prior to the meeting.  The Library Board will review the information and will present recommendations for a resolution.  Their decision will be in writing and will be given to the individual. All decisions made by the Library Board will be final. The Library Director will keep a copy of the grievance on file.
*Definition of “working day”;

A working day is defined as the number of days the Sparta Township Library is open during one week, excluding Thursday, Saturday and Sunday.
