ST. JOANS RIVER COMMUNI TY COLLEGE LI BRARI ES

REFERENCE AND | NFORMATI ON SERVI CES POLI CY MANUAL

| NTRODUCTI ON

A. Nature of Information Service
The nature of information services, as provided by
the Public Services Departnent at St. Johns River
Community College Libraries (SJRCC) is primarily to
provide both instruction and assi stance to the users

in pursuit of information.

Users of these libraries will be College trustees,
adm nistrators, faculty, staff, and students (SJRCC,
continuing or adult education, dually-enrolled,

di stance learners, and St. Leo University) as well as
| ocal educators, St. Leo Faculty and comunity

patrons fromthe counties of Putnam St. Johns, and

C ay.



The character and extent of reference services wl|l
vary with the type of library user, with top priority

given to clientele SJRCC is designed to serve.

The types of information services provided are
divided into three categories: (1) direct persona
assi stance to locate information resources; (2)
revised formal and informal instruction in the use of
the library and its resources; and (3) the provision

of interlibrary |oan services.

B. Statenment of Objectives

The broad objective of Public Services'at SIRCC
Libraries is to provide the environnment, library
services, resources and personnel that will help neet
the informati on needs of the users. Any limtations
and restrictions concerning library users and library
services, resources, environment, or personnel wll

be defined in the body of this docunent.

SIJRCC Libraries are fully commtted to conpliance
with the Anericans with Disabilities Act of 1990
(ADA). Meeting the needs of persons with disabilities
IS a major objective of the Public Services

Departnent of SJRCC Libraries and of the Libraries as

! Public Services is the department in the library which provides reference services.



a whole. (See Section X., "Providing Information

Services for Persons with Disabilities.")

C. Purpose of the Policy Mnual

The purpose of this manual is to state the nature,
scope, and objectives of information services as
provi ded by Public Services at SIRCC Libraries. It is
to provide gui dance, by way of a witten docunent, to
all users of the library by explaining the full scope
of reference services’that can be expected from

Publ i c Services.

This policy manual is based on the standards set

forth in A Commtnent to Informati on Services:

Devel opnent Gui delines prepared by the Standards

Comm ttee, Reference and Adult Services D vision of

the Anerican Library Association.

1. TYPES OF SERVI CES PROVI DED

A. Ceneral Statenent

Ref erence service consists of essentially three

el ements as stated in the introduction: (1)

assi stance provided to users in pursuit of

? Reference services and information services will be used interchangeably in this document.



i nformati on either in-person, by tel ephone or via
email; (2) formal and informal instruction in the use
of the library and its resources; and (3)

interlibrary |oan.

Li sts of Services

1. Specific services by patron group:
a. Information service at desk
(1). Administrators and faculty:
I nformati on service--answers to specific
questions regardi ng statistics,
bi bl i ographies, etc. Answers to specific
questions wll be given in detail, if
desired, to the adm nistration and
faculty of SIRCC. Depending on the nature
of the question, the answer may require
an extensive in-depth report consisting
of several typed pages. The answer may be
brief as in the case of an address or
statistic provided over the phone or by
email. Public Services librarians wll
provi de one-on-one training on the
I nternet and online databases to
adm ni strators and faculty, and
periodically offer training workshops.

Public Services librarians will al so



create bibliographies and pathfinders on
demand for any faculty nenber or

adm ni strator requesting them The

speci fic needs of college adm nistrators
wi Il come before all other users of the

libraries --followed by faculty.

(2). Students and comunity patrons:
Since the library is part of a community
col | ege where skills and know edge are
taught, the idea of teaching others how
to help thenselves will be the policy as
regards information services to students
and patrons. The burden of tinme consum ng
research is not the reference librarian's
responsibility; it is up to the user
needing information to performhis or her

own research

The user is expected to retrieve fromthe
online public access catal og (LI NCCWb)
or appropriate index all necessary books
and journal articles relevant to

i nformati on needs with m nimal assistance
fromthe reference |ibrarian. The | abor
of obtaining and retrieving rel evant

information for specific information



b. Enai

Al

needs wll be the responsibility of the
user as much as he or she is physically
capabl e of doing so. (See Section X ,

"Providing Informati on Services for

Persons with Disabilities.")

The reference librarian's role is to give
assi stance by way of formulating research
strategi es, suggestions and gui dance to
addi ti onal sources of information the
patron may have overl ooked, to explain
the use and function of reference tools,
and to suggest additional subject

headi ngs to consult. Bibliographies wl]l
not be produced by the reference

i brarian for individual patrons or
students. Bibliographies and pathfinders
will be created for student guidance if
the reference librarian sees a demand for

a particul ar subject.

i nformati on service:

library patrons may email the Public

Services Librarian at any SIJIRCC canpus

libr
<htt

ary. They may either email directly from

p://ww. sjrcc.edu/libraries/publicservices



.htn> or use the Ask-A-Librarian feature found
at <http://ww.|inccweb. org/ask >.

(Orange Park Canpus: ericbiggs@jrcc. edu)
(Pal at ka Canpus: ruthbenjam n@jrcc. edu)

(St. Augustine Canpus: roycebass@jrcc.edu)

Instruction in the use of the library:

Formal library instruction is available for
any col |l ege course offered by SIJRCC upon
request of the instructor. Topics frequently
di scussed i nclude how to use the online public
access catal og, electronic resources,

ref erence books, and services such as

interlibrary |oan.

To orient new students to library services,
l'ibrarians offer instruction to al
Conposition | classes in order to explain

i brary resources and services that wll help
students successfully research a topic and

conpl ete academ c assi gnnments.

This instruction is also provided for high
school cl asses by schedul ed appoi nt nent nade

several days in advance.



Brief informal instruction in howto use the
library, its services, and resources |§ al so
provi ded to any individual student or patron

when needed.

Bi bl i ographic verification of itens in the
library or outside the library:

Assi stance will be provided for bibliographic
verification of itens in or outside the

l'i brary--including assi stance in obtaining
items by purchase, copy or loan if materials

are not available in the coll ection.

It is the responsibility of students and
patrons to first consult the online public
access catal og for bibliographic verification

of books and journals in the libraries.

The Public Services librarians will always
instruct library users on howto |ook up a
particul ar author, title or subject. However,
the student or patron is expected to actually
do the search insofar as they are capabl e of
doi ng so. (See Section X., "Providing

I nformati on Services for Persons with

Disabilities.")



2.

Instruction in research nethodol ogy and

bi bl i ogr aphy:

The Public Services librarians will instruct
the patron in howto performa literature
search and how to cite publications in a

bi bl i ography. Forithellatter task,the
librarian directs the inquiring patron to the
“Cite Your Sources” link on the Library’'s
website at http://sjrcc.edu/libraries/.

Assistance in locating library material s:
Retrieval of library materials (books,

magazi nes, mcrofornms, etc.) will be provided
for persons with disabilities. Assistance in

|l ocating and retrieving library materials wll
be provided for students and patrons once they
have infornmed the |ibrarian that they have
personal Iy | ooked but were unable to |ocate

the material they were seeking.

Interlibrary |oan service:

a.

Bor r owi ng:

Trustees, adm nistrators, and faculty have the
privilege of borrow ng books and j ournal
articles through the SJRCC Libraries’

interlibrary |oan service.



The Libraries will also provide interlibrary
| oan service to currently registered SIRCC
students who are in good standing. St. Leo
Faculty and St. Leo students, who are not
dual I y-enroll ed at SJRCC, are provided
interlibrary |oan service through the Cannon

Menorial Library at St. Leo University.

Communi ty patrons and Conti nui ng/ Adul t
Educati on students do not have interlibrary

| oan privileges in the SIRCC Libraries. These
patrons will be referred to the nearest public

l'ibrary.

Renew ng:
Renewal of ILL materials is at the |ending
library' s discretion. Overdue itens cannot be

r enewed.

Lendi ng:

The SJRCC Libraries will |end books and
phot ocopy journal articles that are part of
its collection to fulfill interlibrary |oan

requests fromother libraries. The | oan period

10



3.

will be up to the discretion of the individual
libraries. CGenerally, no charge will be

assessed for this service.

No reference, oversized, rare books,
magazi nes, or A/V materials wll be

interlibrary | oaned.

Intralibrary | oan service:
Intralibrary | oan service (borrow ng and | endi ng
anmong the SJRCC Libraries) will be provided for

al |l patrons.

| nformation Literacy:

Bi bl i ogr aphi es and ot her handouts will be created
on any subject at the request of an instructor or
coll ege adm nistrator. They will also be created
based upon the needs of students and ot her
patrons. Bibliographies will not be created for

any individual student or patron.

Corr espondence--answering inquiries from

i ndi vi dual s:

The reference librarian will answer email and
snail mail inquiries within the resources of the
College's library. The reference librarian wll

make information referrals when necessary.

11



6. Phot ocopyi ng:
If college adm nistrators or faculty nmenbers need
sections of a book, journal, or docunent
phot ocopi ed, they may do so, provided that the
request lies within the restraints of the
copyright laws. Copies of a personal nature can
be made on the copier provided for the public at

a small fee per page.

7. Oientation and instructional services:
Li brarians will provide instruction to al
library users. Information Literacy tours of the
library are available to all coll ege courses
of fered by SJRCC. These orientation tours wll

cover the library s services and resources.

The Public Services Departnent wel conmes requests
fromfaculty nmenbers for any desired |ecture
concerning any part of the library and its
services. The Public Services Departnent does
request that faculty notify the reference
librarian at | east three days in advance so that
there is sufficient time to schedule and prepare

the | ecture.

12



The librarian reserves the right to reschedul e
the tine and date of any lecture due to illness
of staff or excessive demands pl aced upon

reference services by library users.

8. Open Conputer Lab:
The conputer lab is open to trustees,
adm nistrators, faculty, staff, St. Leo
Uni versity Instructors and currently enrolled
students (SJRCC, continuing or adult education,
dual ly-enrol |l ed, distance |learners and St. Leo)

of St. Johns River Community Coll ege.

Assi stance will be provided to users of SIRCC s
open Conputer Labs in accordance with the
previously stated scope of reference services. The
reference librarian’s role is to explain the use
and function of online reference tools and to
suggest additional sources, subject headings or

terns to be used. Students needi ng bi bliographic
and citation information Wibeldiirected torthe
“Gite Your Sources” link on the Library’'s website
at http://sjrcc.edu/libraries/.

Assi stance is also provided by Open Lab
Assi stants for basic software functions;

however, in depth tutorials on the intricacies of

13



specific software prograns are outside the scope

of reference services.

LI BRARY USERS

A. General Statenent
Eligible users of the libraries include SIRCC
trustees, admnistrators, faculty, staff, St. Leo
University instructors and students (SJRCC,
continuing or adult education, dually-enroll ed,
di stance learners and St. Leo), reciproca
borrowers (Any student enrolled at a Florida
Community Coll ege or State University) as well as
| ocal educators and conmunity patrons fromthe tri-
county area of Putnam Cay and St. Johns.
Community patrons nust be at |east 18 years old. A
young adult comunity patron card is available for
patrons 14 years old and up with witten parent or

| egal guardi an approval .

B. Categories of Users
The users of the library consist of the follow ng
categories: (1) admnistrators, trustees, and
faculty (2) career enployees, (3) adjunct faculty,
(4) students (SJRCC, continuing or adult education,
di stance learners, St. Leo University, or dually-

enrolled), (5) local educators, (6) community

14



patrons fromthe tri-county area and (7) reciproca
borrowers (Any student enrolled at a Fl ori da

Community College or State University).

V. USER PRI ORI TY
Different users of the libraries will have slightly
different rights to the totality of reference and
I nformati on services as described herein.
The informati on needs of the college community--its
faculty, students and adm nistrators--will be the

primary priority.

The information needs of community patrons and

reci procal borrowers will be the secondary priority.
However, within these categories, walk-in patrons are
served first. Tel ephone requests from students or
comunity patrons will be processed as tine permts
and after wal k-in patrons are assisted. Email requests
wi |l be addresses as soon as possible.

V. DESK SERVI CE POLI CI ES AND | NSTRUCTI ONS

A. Ceneral Cuidelines for Desk Duty

1. Nature and extent of responsibilities:

The Public Services area will have a reference desk

15



situated near the public access conputers and
reference book collection to assist patrons in

finding the information they need.

The reference librarian's role is that of an
educat or who teaches patrons how to use reference
tools so that they may find answers to questions
thensel ves. In other words, the reference librarian

hel ps teach patrons how to hel p thensel ves.

Gui delines for handling inquiries:

These gui delines may vary at each canpus |ibrary.
Qui delines for handling general inquiries are as
foll ows: general information questions (e.g. ready
reference) will be answered at the reference desk

by using ready-reference tools.

The enphasis at all tines will be to help the users
hel p thensel ves through instruction and gui dance.

If a question is beyond the scope of the
collection, the librarian wll suggest other nearby

libraries or informati on centers.

Behavi or and attitudes:

Servi ces rendered by the professional librarian
will followthe Library Bill of R ghts and ALA's
Code of Ethics.

16



a. Approachability:
A user-friendly attitude will be displayed to

all library patrons.

The information needs of the patron at the desk
will take priority over phone information
request s- - except those phone inquiries by

coll ege adm ni strators and faculty.

b. Mobility:
There are tinmes when services will require the
librarian to | eave the desk and go to other
parts of the library. However, the librarian
will be visible and accessible to all patrons
as nmuch as possible. The librarian will not be
expected to travel outside of the library to
other parts of the canpus to answer any

reference question.

4. Recording statistics and questi ons:
Each day, the reference librarian records Public

Services statistics for the follow ng categories:

(1) General Questions, (2) Research Questions, (3)
Tel ephone Questions, (4) Email Questions, and (5)
IFaflermati'on Liiteracys At the end of the rmonth, all

nonthly statistics will be conpiled and submtted

17



to the Canpus Librarian or the Dean of Library

Ser vi ces.

5. Reporting problens:
Probl ems such as natural disasters, nedica
energencies, violent, irate or perverted behavior
will be reported immedi ately to appropriate
col |l ege staff, depending on the problem If the
librarian in charge feels that the energency
presents inmm nent danger, the city police or

sheriff will be called at 911

B. Ceneral Instructions for Library Assistants:
Li brary assistants and student aides working in the
l'ibrary assist patrons at the circul ati on desk,
shelve library itens and help with any projects that
the Crcul ati on Manager and Librarians may have for
them Their tasks will generally not include
i nformati on services. They are instructed not to give
personal assistance to users in pursuit of
information; formal or informal instruction in the
use of the library or on-line information sources; or
gi ve advice or assistance in interlibrary |oans.
These tasks are reserved for the professiona
l'ibrarian on duty at the information desk. However,
an assi stant may answer general questions for

students/patrons (e.g. Were is the public access

18



catal og or How do I go about printing nmy docunent?)
and provi de basic software assistance (e.g. How do |

save, print, Etc.?)

Li brary assistants are responsible for referring any
reference questions to the reference librarian on
duty. If a professional librarian is not avail abl e,
patrons are to conplete a "Reference/ Research
Question Referral” formso that the reference

l'i brarian can respond to the request for information

when he/ she returns.

C. Tel ephone Services

1. Incom ng calls:
a. Ceneral qguidelines:

In general, the tinme involved answering
i ncom ng tel ephone reference questions will be
kept to a mninum Al incomng tel ephone
reference questions will be referred to the
reference librarian on duty at the reference
desk. The questions of users who are actually
inthe library will be given priority over
phone queries, the exception being faculty and
adm ni strati on phone queries. Every effort wll
be made to acknow edge the patron waiting for

assi st ance.

19



Ref erence/ Research Question Referral sheets are
| ocated near the telephone in the circulation
area so that questions can be witten down. The
caller is told that the question wll be
answered as soon as possible. Ready-reference
guestions fromstudents or patrons wll be
answered by phone in the above manner. A
"ready-reference" question is one that can be
answered within approxi mately five m nutes--
usual ly froma single source (e.g. The Wrld
Almanac). If the question is of a research
nature, patrons will be invited to cone to the
library and speak with the reference librarian
on duty about resources to consult in the

l[ibrary so that they may do their own research

b. Pagi ng patrons:
If a tel ephone caller requests the paging of a
patron, the caller will be asked if the nessage
is an energency. If it is not, the caller wll
be told that it is the policy of this library
not to page patrons except in cases of an
energency. The Privacy Act governs the

notification of patrons.

20



The Library will page a patron at the request
of the Ofice of the Vice President of Student
Affairs, the College Security Departnent or any

| aw enf or cenent agency.

c. Checking for a library item
Conputers to access LI NCCWb, the online public
access catalog, are available in the library.
If a patron calls to request information on
library holdings fromthe online public access
catal og, thesearch will be conducted if it
does not involve nore than three titles. Al
searches will be made i medi ately when
possi ble. If an i medi ate response i s not
possi ble, the librarian will contact the

patron when the search is conpl et ed.

d. Grculation inquiries (checking shelves for
mat eri al s):
The Iibrary provides open stacks for patrons to
freely browse and find the information

resources they need. Al users are encouraged



to find information on their own fromthe
el ectroni c resources, books, nagazi nes, or

audi ovi sual s, available in the library.

If a patron other than an adm nistrator or
faculty nmenber calls and asks whether a title
is physically on the shelves, the patron is
told that the library is an open-stacks
library; as such, each patron is expected to
search for his or her materials as far as he or
she is capable of doing so. (See Section X ,
"Providing Information Services for Persons

with Disabilities.")

e. Personal calls:
The librarian on duty at the reference desk
shoul d refrain from maki ng excessi ve personal
t el ephone calls to outside parties. Likew se,
the librarian on reference desk duty shoul d
also try to abstain fromreceiving personal
phone calls fromoutside parties as nuch as

possi bl e.

f. Emergency and nui sance calls:

For the nost part, energency phone calls for

patrons to the library will be immedi ately
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referred either to the security guard on duty
or another appropriate party. (For a nore
conpl ete expl anati on, see "Paging patrons”
p.19). No collect phone calls are accepted by

the library.

Occasionally, the library is the recipient of
"nui sance" phone calls. Such phone calls wll
be defined as those which request (or demand)
excessive library services over the phone. In
such a case, the patron will be told the policy
of information service over the phone as
explained in this docunent. The patron will be
politely but firmy requested to visit our
facilities to seek their own information. In
short, the policy is that tel ephone information
requests nust be limted to quick, ready

ref erence questions and not excessive research

guesti ons.

g. Tel ecommuni cations Device for the Deaf (TDD):
The phone nunber of the Florida Relay Service
(FRS) is available at each canpus library. Wen
a patron with a hearing disability needs to
contact the library by phone, he or she is able
to call the FRS nunmber using a TDD; FRS wil |

then contact the library and relay the patron's
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message. Likewi se, library staff can call the
FRS "voi ce" phone nunber wth a nessage for the

patron, and FRS will call the patron on a TDD

2. CQutgoing calls:
a. Ceneral guidelines for making calls:
Ref erence questions are accepted over the
t el ephone. The reference librarian wll decide
at the time of the phone call whether or not to
wite the message down and call back |ater, or

answer the question i mediately.

b. Patron use of phone:
In energencies, patrons will be permtted to use

t he phone at the Reference Desk provided a staff
menber dials the nunber.

c. Personal calls:
Personal calls by librarians on duty are

acceptabl e, but they nust be kept to a m ni num
D. Grculation Functions of Information Staff

1. Reference books and other restricted materi al s:

a. Reference collection:
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Ref erence books as a rule do not circul ate.
Only the Public Services librarian wll nake

t he decision regardi ng the check-out of any

ref erence book on a case-by-case basis. Sone
reference books, due to their expense or
difficulty to replace should they be lost, wll

never be checked out (e.g.: Goves Dictionary

of Music). Qther books will be considered
dependi ng on the needs of the patron, cost of
t he books, and ease with which they may be
pur chased agai n shoul d they becone | ost.

b. Audio Visual Materials:
The SJRCC Libraries owm a collection of
vi deocassette tapes and DVDs. Students may
check out three circulating videos at a tine
for a three-day | oan period. SJRCC faculty,
adm ni strators and staff have a three-week | oan

l[imt.

2. Authorizing extended | oans of periodicals:
Periodicals will be circulated to coll ege trustees,
adm ni strators, faculty and staff. The |l ength of
check-out tinme will depend upon the need of the

user and to what degree the journal is needed by

25



other users in the library. Periodicals wll be
recalled after five workdays.
Back i ssues of Spanish | anguage periodicals can be

checked-out by students for three days.

E. Responsibility for Services During N ght, Wekend and
Skel et on Cover age:
Public Services Librarians are schedul ed to work
during evening library hours. Librarians are not
schedul ed to work during the weekend. On Sat urdays
and in the case that no librarian is available to do
reference work due to illness or a "skeleton"
coverage situation, the library staff on duty at the
circulation desk will conplete a “Reference/ Research
Question Referral” form provided for this purpose.
The patron wll be contacted as soon as possible by

the next reference |ibrarian on duty.

F. Referrals
1. Information:
If a reference question cannot be answered within
the scope of the library's resources, the
[ibrarian on duty will suggest other possible

out si de sources to the patron.

2. Oher libraries and services:
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The patron may be referred to other libraries,
which will have a high probability of neeting the

i nformati on need.

G Online Public Access Catal og Service
I nquiries about the catal og:
The librarian on duty will handle inquiries from
students and patrons on how to use the online public
access catal og. The patron nay al so be given advice
as to additional search strategies to use in order
to expand the research. Patrons, after being
instructed, will be expected to performtheir own
research in the online public access catal og. The
librarian will not be expected to actually | ook up
entries in the catalog if the patron is capabl e of
doi ng so. The enphasis of Public Services wll be to
hel p patrons hel p thensel ves by teaching them how to
use the library and its services. (For service to

individuals with disabilities, see p.32)

H Questions for Exans, Quizzes, Puzzles
The role of the Iibrarian is to educate patrons in
using information sources and not to answer questions

regarding test itenms or puzzles for patrons.

| . Geneal ogi cal Questions
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VI .

Patrons desiring answers to geneal ogi cal questions wl|
be referred to the local public library in their

county.

NFORMATI ON LI TERACY SERVI CES

Ref erence-initiated

Bi bl i ographi es for various coll ege departnents and
divisions will be created by the reference |ibrarian
wi thout a formal request fromthe departnent. The
library attenpts to advertise the hol dings of the
reference collection to division heads, faculty and
students. Bibliographies and pathfinders will not be
created for individual patrons. However, they will be

created based upon the needs of students and patrons.

User gui des, help sheets, and fact sheets are provided

for nonprint and el ectronic reference tools.

B. Users' Requests of Bibliographic Services

1. Individuals:
Bi bl i ographi es are not created at the request of
a student or patron. This service will be

provi ded, however, for admnistrators or faculty.

2. Courses:
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Facul ty menbers who request bibliographies
covering their course material will be readily
accommodat ed. A reasonable amount of tine is
needed in order to create the docunent that is

required.

3. Administrative staff:
Adm nistrative staff menbers who wi sh to have
bi bl i ographi es created for themw || have this

service provided i nmedi ately.

VI 1. | NFORVATI ON CORRESPONDENCE

A. Ceneral Information
Requests, traditional or electronic, sent to the
reference librarian wll be answered as soon as
possible. If the request contains a research question
that may involve a considerable ambunt of tinme to
answer, the patron may be advised to visit our
i brary and conduct his or her own research. The
patron may be referred to another library if the

questi on goes beyond the scope of the collection.

B. Bibliographical Information (Holdings)
Requests sent to the reference |ibrarian concerning
the library holdings for select bibliographica

information will be answered as soon as possible. If
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the list of desired holdings is excessive, the
reference librarian may advise the patron to visit
the library website and consult our online public

access catal og or periodical holdings |ist.

C. Surveys

Al'l surveys will be forwarded to the Dean of Library

Ser vi ces.
VI 11. PHOTOCOPYlI NG SERVI CES
Phot ocopy machines will be provided for all library

patrons. There is a per page fee.

Adm ni strators and faculty have access to the library
phot ocopi er for copying library-related materials. Usage
will be recorded on the |log provided. There is a limt of
25 copi es per nonth. Personal copies can be nmade on the
copier provided for the public at a small fee per page.

Speci al arrangenents are made for evening faculty.

Requests from col |l ege adm nistration and/or faculty for
phot ocopi es of any library print material will be filled
as soon as possible. If faculty request excessive anmounts
of photocopies (e.g. 25 pages or nore), they will be
advised to check the material out tenporarily and have

t he copyi ng done by faculty support staff. Al other
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library patrons are responsible for making their own
phot ocopi es, unless they have disabilities. (The
librarian will gladly assist patrons with disabilities.
For nore information, see Section X., "Providing

I nformation Services for Persons with Disabilities.")

| X. ORI ENTATI ON AND | NSTRUCTI ONAL SERVI CES
See: Il. B. 1. b. &d. and Il. B. 6.

X. PROVI DI NG | NFORMATI ON SERVI CES FOR PERSONS W TH
Dl SABI LI TI ES

A. The ADA and SJRCC Libraries
SJRCC Li braries are equal access/equal opportunity
i nstitutions, providing services and resources in
conpliance with the Anmericans with Disabilities Act.
Each library's ADA Commttee is responsible for
surveying the needs of the users and inplenenting the
necessary policies and procedures needed for
recommended changes. Each canmpus library has a copy
of its survey and progress report avail able for

public inspection.

The SJRCC Libraries provide information concerning
accessi ble services for individuals with
disabilities. This information will be available in

accessible formats. The Libraries provide services to
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persons with disabilities that afford equa
opportunity to obtain the same result, gain the sane
benefit and reach the same |evel of achievenent as

that provided to others.

Al'l patrons (regardl ess of disabilities) may nake

appoi ntnents for individual services.

B. Patrons with Visual Disabilities
The reference librarian will physically perform al
functions to aid these patrons in using the library.
The Iibrary does not provide a reader service but

does have Assistive Technol ogi es.

1. Informati on service--sane as services stated in

part Il of this manual.

2. Bibliographic verification--perforned by reference

librarian as needed.

3. Instruction in use of |ibrary--provided by the

reference librarian.

4. Instruction in research nethodol ogy--provi ded by

the reference |librarian.

32



5. Assistance in locating material --al
mat eri al / equi pnent will be retrieved by the

reference librarian/library staff as needed.

C. Patrons with Physical Disabilities
The reference librarian will physically perform al
functions to aid this patron in using the library.
For persons with physical disabilities, the reference

librarian/library staff wll provide:

1. Information service--sane as services listed in
part Il of this manual. The librarian will make

all informati on accessi bl e.

2. Bibliographic verification--same as for genera
patron. |If needed, functions will be perfornmed by

the reference librarian.

3. Instruction in use of library--sane as for the
general patron except all information will be
made accessi ble or perforned by the reference

librarian/library staff.

4. Instruction in research nethodol ogy--sanme as for

general patron

5. Assistance in locating material--if necessary, al
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material will be retrieved by the reference

librarian/library staff.

D. Patrons with Hearing Disabilities
The reference librarian and library staff wll
performany functions that will aid this patron in
using the library. The staff will enploy any
comuni cation techniques (note witing, gestures,
etc.) that are necessary in order to communicate with
the patron. For information on TDD comuni cati on, see

page 23. Video phones are accessible at each canpus.

1. Information service--sane as services listed in
part Il of this manual. The librarian will make

all informati on accessi bl e.

2. Bibliographic verification--same as for genera
patron. |If needed, functions will be perfornmed by

the reference librarian.

3. Instruction in use of |library--sane as for the
general patron except all information will be
made accessi bl e through appropriate conmmrunication

nmet hods and witten docunentation.

4. Instruction in research nethodol ogy--sanme as for
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general patron and facilitated through
appropriate conmuni cati on nmethods and witten

docunent ati on

5. Assistance in locating material--if necessary,
mat eri al and equi pnent will be retrieved by the

reference librarian/library staff.

XI. Handling Conplaints and Conmendati ons

A. Conpl aints
Patrons are urged to fill out the suggestions
form"TELL US!'" Al conplaints will be sent to the
Dean of Library Services and will be handl ed
di screetly by exam ning the nature of the conpl aint

and dealing with it accordingly.
B. Conmendati ons

Commendati ons are graciously accepted and shared with

t he person(s) bei ng comended.
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