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Buildings

1. All customers can expect their libraries to be clearly identified and well presented with good access.

2. All customers can expect to find their way around their libraries.

3. All customers can expect the interior of their libraries to be clean, well maintained, with appropriate furniture in good condition.

4. All customers can expect public equipment to be clean, in good working order and marked with clear instructions for use.

5. All customers can expect to find stock that is current, in good condition, well presented and appropriate to the needs of the community.

6. All customers can expect to be dealt with by a member of staff at an organised service point.

7. All customers can expect information on display to be concise, easy to read and conform to accessibility standards.

8. All customers and staff should feel secure within their library.

Staff

1. All customers can expect to identify members of staff by appropriate badges.

2. All customers can expect a positive welcome on arriving at their library.

3. All customers can expect a trained member of staff to deal with their telephone enquiries courteously, efficiently and within agreed timescales. 

4. All customers can expect a trained member of staff to deal with their enquiries courteously, efficiently and within agreed timescales.

5. All customers can expect to receive a prompt, clear and polite reply to correspondence.

6. All customers can expect library staff to follow the correct procedures for dealing with complaints.

7. All customers joining the library can expect to be given relevant information about the library service.

8. All customers can expect to be advised of any charges outstanding on their membership on return or renewal

9. All customers can expect to be alerted to the request service if the item of stock they require is not available.

10. All customers can expect library staff to have a basic knowledge of the ICT services offered in their library.
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