
c. If the user's complaint is simply a suggestion,  

listen carefully and record it for future  

consideration.  
d. If the complaint is about an unfamiliar situation,  

policy, or procedure, consult the book of Library  
Policies & Procedures.  

e. Refer unresolved complaints to the Library  
Manager. 

f. Always attempt to represent the library in the  

most favorable manner possible.  
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