Vestavia Hills Library in the Forest
Patron Comments and Grievances

The Library welcomes feedback from its patrons. If a patron feels that the Library is
improperly applying or failing to apply the rules, regulations, or procedures of the Library,
he/she may challenge the decision by filing a patron grievance. The purpose of the
grievance procedure is to provide a standard process for timely investigation and resolution
of complaints.

Step 1

If a patron has a grievance about any matter concerning library privileges, the patron must
report it to a Department Head within three business days of the event. The Library
Department Head must respond within three business days. No written record of the
grievance action is required at this level.

Step 2

Within three business days of receipt of the Library’s decision or non-response, the patron
may submit a written grievance to the Library Director. The Director shall respond within ten
business days.

Step 3
Within ten business days of receipt of the Director’'s decision or non-response, the patron
shall have the right to appeal the grievance in writing to the Library Board of Trustees, with a
copy bearing the same date to the Library Director. This appeal must contain:

e Specific complaint with dates of incidents and circumstances leading to grievance
Specific remedy being sought
Previous decisions relating to this grievance
A notice of appeal to those decisions
A request for a hearing before the Library Board

The Library Director shall inform the City Attorney of the grievance. The patron shall be
allowed a hearing before the Board of Trustees.

The Board of Trustees will make the final decision regarding the grievance and will present
their decision to the Library Director within ten business days after the hearing. The Director
will send a copy of the Board’s decision to the patron and to each of the Library Board
members. A copy of the grievance, its supportive documentation and the final decision will
be kept on file. Because the full responsibility for the Library’s operation rests with the
Library Board of Trustees, their decision is final and binding.
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