Chatham-Kent Public Library

Information Services Policy
Purpose

Information services is a core service of Chatham-Kent Public Library (CKPL).
Information services connect people with resources to fulfill their informational,
educational, cultural and recreational needs. This policy communicates the Library’s
standards and responsibilities for the delivery of information services to the public
based on resources available.

Scope

CKPL’s information services connect resources and services with potential users in a
timely manner. This service is provided at all times that the library is open either
virtually or through in person assistance. The library educates users about digital
and information literacy as a way of improving the community’s access to
information. Staff endeavour to answer requests thoroughly, accurately, and without
judgement.

All users seeking information will be treated equally. CKPL is committed to meeting
the needs of patrons with disabilities and will provide alternative formats and
communication supports upon request.

If it is not possible to find an answer using CKPL resources, staff will refer patrons to
other libraries, community partners, agencies, and resources.

It is beyond the scope of library staff to provide personal opinions, analysis or
interpretation of subjects, including, but not limited to, medical, legal, financial or
religious information. Patrons will be encouraged to consult a professional in the
appropriate field.

To assess and evaluate information services, and to comply with the requirements of
the Annual Survey of Public Libraries, statistics on reference questions will be
collected and analyzed.

Staff will respect and protect the confidential and private nature of requests for
information in accordance with CKPL’s Privacy Policy.

Service Priorities

When staff are at a public service desk, service to the public has priority over all
other duties. During periods of peak use and/or staff shortage, the amount of service
provided will be based on the number of patrons to be served.



Staff will serve patrons in the following priority order:

1. Requests in person
2. Requests by telephone
3. Requests by email/social media/mail

If a staff member cannot answer a request immediately, staff will obtain contact
information for the patron and ensure that the patron receives an answer as soon as
possible.

Services Offered

CKPL provides a variety of information services to patrons via CKPL’s virtual
reference service, Ask CKPL, and in person at all branches. More complex reference
questions may be referred to subject specialists at Chatham Branch’s information
desk. The Ask CKPL virtual reference service offers assistance by telephone, email,
text, and Facebook message.

Staff offer instruction and assistance using library technologies and search
techniques and encourage patrons to take an active role. Patrons are responsible for
interpreting and applying information.

Quick Information

A quick information question can be answered promptly and does not require the
extensive use of library materials or resources.

Reference Questions

A reference question is a user request to find in-depth information on a subject or
how to use library resources that requires staff expertise in searching and
interpreting questions. A reference interview will be conducted by staff for the
purpose of clarifying the user’s needs and aiding the user in meeting those needs.

Reference requests may include any of the following:

Government Documents

Library staff will assist patrons searching for federal, provincial, and municipal
government information.

Local History Research

CKPL staff provide regular reference service to individuals, organizations, municipal
departments and groups interested in the Local History collection, which includes



both physical and digital resources. Inquiries not received in person or that require
in-depth research performed by staff will be charged a fee based on the amount of
time spent researching the topic. See the Schedule of Library Fees and Fines for
current rate.

Local history materials may be used for viewing within the Library only and will not
circulate unless duplicates are available.

For information regarding the collection development or donation of materials to
these collections, please refer to CKPL’s Collection Development Policy and Gift
Collection Policy.

Reader’s Advisory

Reader’s Advisory involves recommending specific titles and/or authors to a patron
following an assessment of the individual’s reading preferences and interests.
Reader’s Advisory combines staff knowledge of the collection with a variety of
specialized print and electronic resources.

Technology Assistance

Technology support aids in providing access to information. Staff assist users with
technology questions that focus on the library’s technology-related services and
resources. Staff may also offer one-on-one technology troubleshooting or assistance
by appointment.

CKPL provides free access to computers with internet and Wi-Fi at all locations.
Internet assistance is provided to support patrons in learning to navigate both
publicly available webpages and online databases provided by the library.

Staff will not enter personal information or conduct transactions on behalf of the
patron.

Career Planning and Employment Support

Library staff will help customers identify the necessary print and electronic resources
to attain specific career or employment goals.

School Assignment Assistance

Library staff will provide the following services for students:

e instruction on using the library’s catalogue and databases
e locating materials in the collection



Interlibrary Loan (ILLO)

If material required by the patron is not available within CKPL'’s collection, library
staff will attempt to borrow it from other libraries in accordance with CKPL’s
Interlibrary Loan Policy.

Library Orientation

Staff provide orientation services to groups or individuals. Group orientation is
subject to availability of staff and must be booked in advance. Library orientation
includes familiarizing patrons with library services, collections, and providing
instruction in the use of public access catalogues, databases, internet, and
equipment.

Community information

CKPL staff connect patrons to local information, agencies and/or services in
Chatham-Kent and surrounding areas.
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