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Exclusion Process following an Incident of Unacceptable
Behaviour by a library customer(s)

CLM/SLA debrief with staff involved or in absence SMT member if required

~~

Discuss next actions with team

~ -

Submit incident report indicating unacceptable customer behaviour
Record on local incident log

~~

CLM consider (liaise with SMT if needed)

e Should customer be sent a warning letter or should they be banned

e Confirm length of ban

Send letter to customer

e Community Library Manager to sign letter and email to customer. Ask
Business Support to send if no email address. If address unknown: letter
to be handed to individual if practicable

e Copy of letter kept at branch

e |f customer banned set status on library card to barred. Put a message on
the card to record that a letter has been sent.

e Record on local incident log unchreIevant tab

~~

Ban reviewed (where applicable)

e Ban is reviewed by CLM at date stipulated in letter

e Ban is removed or extended

e Updated letter is sent to customer

e Message on card is updated and barred status removed if required
e Update local incident log

—

~ -

Customer behaviour reviewed with team after one month












