WHAT DO YOU DO?

Take a deep breath.  


You do not have to respond within 2 seconds.  Gather yourself together.

 Pause before speaking. 

You might decide not to say the first thing that comes to your mind.


Use eye contact and open body language.  

Do not take it personally.  


You are there because you work for OCL and are a representative of the library.


You are upholding the Library’s values and goals and will be supported.

Do not respond with personal information.  Your personal views are not anyone’s business.

Listen in a nonjudgmental manner.

Listen to the “real” message. For example, a person waving a comic book in front of you and calling it “smut” might actually be feeling afraid that their child may be somehow harmed by its subject matter.  Respond to her concern and suggest other reading material.

Do not take the bait.

Do not repeat the accusation – that will just reinforce the negative words they used.


Do not ask, “Why do you feel that way?”


Do not argue with them.


Respond to the confrontation with a Library “commercial”.

“I’m sorry you feel that way…May I help you find something else?  We have many other (books, videos, etc.) that you might like.”

“I appreciate your concern for your child.  Did you know that our Young Adult collection serves an age range of 12-18 years old?  A librarian with expertise in the young adult collection will be happy to advise parents and children on books suitable for their age.”

“I understand that this item is not compatible with your values.  We have many booklists and bibliographies available which reflect a wide variety of interests.”

“The Library realizes that not all of our materials are of interest to everyone in our community.  The role of the public library is to provide materials for everyone in our community.  May we help you find something of interest to you?”

.


Work with fellow staff members to develop awareness of sensitive materials.

Bring materials that you consider might be “sensitive” or “offensive” to the attention of your co-workers.  They need to be aware of what is in your collection and discussion of the items will help prepare you deal with an patron who might be offended by them.  

Call for back up. 
You are not alone.  If the patron is not being reasonable or wants to take it further, ask your supervisor or person in charge to assist you.

Become more comfortable explaining OCL’s Materials & Resources Policy and the Request for Reconsideration of Library Materials form.

“…The OCL selects and provides materials and develops collections to meet the informational, educational and recreational needs and interests of its service population…”

“…The Library is committed to the encouragement and protection of the free flow of information and ideas, and to the right of free access to information for all individuals…”

“…Library materials are intended for a heterogeneous population with various tastes and needs.  The choice of materials by users is an individual matter…”


“…Differing viewpoints on societal issues and controversies will be represented…”
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