North Ayrshire Library and Information Service

Customer Charter

The Library and Information Service in North Ayrshire 

  

You can access our services through a network of seventeen local libraries|, our local history department, two mobile library services and our website.  All libraries offer free access to PCs and the Internet. 

  

Your local library provides a wide range of information and opportunities including: 

· Fast internet access

· Lifelong learning opportunities 

· An online information portal 

· The online catalogue.

Looking after you

We will:

· Communicate clearly with you and not use jargon

· Provide a service for you irrespective of your age, your cultural background, your ability or your gender

· Be fully trained and skilled to help you make the most of your library
· Be clearly identified by our name badges

· Welcome you as you enter the library with a greeting or a smile and will acknowledge your departure

· Recognise where you require assistance and offer to help

· Give you our full attention
· Answer enquiries professionally, effectively and discreetly
· Ensure that we understand your needs correctly and then direct you to the appropriate resources. We will provide further assistance or refer you elsewhere if necessary

· Ask if you have been successful in finding what you are looking for 

· Your library team will meet regularly to ensure that you receive the highest level of care

Mobile libraries will adhere to the published timetable as closely as possible.
If your branch library or mobile library cannot open or visit at the advertised times due to essential work, adverse weather conditions, mechanical failure or staff shortage we will endeavour to give you as much notice as possible and offer an alternative service during this period of closure.

Looking after your library

· Your library will be safe, clean, welcoming and attractive

· The entrance area will be uncluttered and will inform you about our service

· All counters will be kept tidy and free of clutter and will promote library business only

· Posters and notices will be displayed only in designated areas and selected in accordance with our poster policy. They will be weeded regularly and preference will be given to those carrying local information

· We will display accurate information about our services, prices, opening hours and events and we will give you at least four weeks notice of any planned changes to service times or facilities

· The resources we provide will meet the needs of everyone in our culturally diverse communities and will be available in a range of formats including spoken word and large print

· The shelves will be well stocked and tidy
· All Library displays will be simple, effective and professional and well-stocked.
· We will ensure that all equipment, including computers, printers, scanners and photocopiers, is maintained in good working order. 

Working together – how you can help

You can help us provide an excellent service by:

· Showing consideration for our staff and other library users

· Treating the facilities you use with respect.

· Telling your family and friends if you enjoyed your visit!

· Telling us if you didn’t!

Letting us know!

We need your views and comments to help us improve your Library and Information Service. We value your opinions and we welcome suggestions, compliments and complaints.

We will:

· Monitor, evaluate and publish our performance; and

· Ask for your views on our service.

Telephone calls

We will:

· Always give our name when we answer your call

· Try and resolve your query while you are on the phone and close 80% of calls at the first point of contact

· Call you back if the query is more complicated. We will provide you with a

           timescale for a call back and we will ensure that we meet that timescale

· Call you back within 24 hours if you leave a message

· Only transfer calls if it is necessary; and

· Transfer calls quickly and correctly. We will tell you who you are being

transferred to and tell the person taking the call who you are and why you are calling.

Written Correspondence, Fax and Email

We will:

· Provide a response to general correspondence within 20 working days. In

cases where there is going to be a delay, we will provide an interim reply

explaining the position and when you can expect a full response.

· Apologise to you, if appropriate, and take action to solve the problem.
To let us know your views, please:

· Speak to any member of the library staff.

· Complete a North Ayrshire Customer Comments Form available from your library or from the Council website: www.north-ayrshire.gov.uk

How to Contact Us

Contact us at:

Library and Information Services

North Ayrshire Council, 

Greenwood Centre, 

Dreghorn, Irvine, KA11 4GZ

Tel: 01294 212716

Fax: 01294 222509

Email: libraryhq@north-ayrshire.gov.uk
Website: www.ers.north-ayrshire.gov.uk

PAGE  
4

