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44 USC 191144 USC 1911
Depository libraries shall make Government Depository libraries shall make Government 

publications available for the free use of the publications available for the free use of the 
general public, and may dispose of them after general public, and may dispose of them after 
retention for five years under section 1912 of retention for five years under section 1912 of 
this title, if the depository library is served by this title, if the depository library is served by 
a regional depository library. Depository a regional depository library. Depository 
libraries not served by a regional depository libraries not served by a regional depository 
library, or that are regional depository library, or that are regional depository 
libraries themselves, shall retain Government libraries themselves, shall retain Government 
publications permanently in either printed publications permanently in either printed 
form or in microfacsimile form, except form or in microfacsimile form, except 
superseded publications or those issued later superseded publications or those issued later 
in bound form which may be discarded as in bound form which may be discarded as 
authorized by the Superintendent of authorized by the Superintendent of 
Documents. Documents. 



Federal Depository Library Federal Depository Library 
Handbook Handbook –– Ch. 4 Public Ch. 4 Public 
ServicesServices 
http://www.gpo.gov/su_docs/fdlp/handbook/chhttp://www.gpo.gov/su_docs/fdlp/handbook/ch 
apter04.pdfapter04.pdf

Principle of Free Public AccessPrinciple of Free Public Access

Principle of Comparable Principle of Comparable 
Treatment in Public Services Treatment in Public Services 

General Concept of Access General Concept of Access 



BUT BUT ……

GPO recognizes legitimate security GPO recognizes legitimate security 
concerns of depository libraries concerns of depository libraries ……

Depository users must adhere to Depository users must adhere to 
the same standards of behavior the same standards of behavior 
expected of other library patronsexpected of other library patrons. . 



BUT BUT ……

Depository libraries have the right Depository libraries have the right 
to bar or remove any individual who to bar or remove any individual who 
poses a threat to library staff, other poses a threat to library staff, other 
patrons, or the security of their patrons, or the security of their 
collections. collections. 



BUT BUT ……

Depositories are not required to Depositories are not required to 
serve patrons who do not have serve patrons who do not have 
a depositorya depository--related need to be related need to be 
in the library.in the library.



This slide will just have a This slide will just have a 
picture of Granville to set picture of Granville to set 
idea of environmentidea of environment





Community Patron PolicyCommunity Patron Policy
William Howard Doane Library was William Howard Doane Library was 

designated a Federal Depository designated a Federal Depository 
Library by U.S. Rep. Buriah Wilkins on Library by U.S. Rep. Buriah Wilkins on 
March 1, 1884.  Since that time it has March 1, 1884.  Since that time it has 
provided free public access to provided free public access to 
government information to the government information to the 
citizens of Licking County and citizens of Licking County and 
surrounding communities.  The public surrounding communities.  The public 
is also permitted inis also permitted in--library use of our library use of our 
General Collection, Special General Collection, Special 
Collections, Periodical, and Reference Collections, Periodical, and Reference 
Collections. Collections. 





Handled WellHandled Well

Staff intervention for student Staff intervention for student 
workers.workers.
EE--mail of concern to campus mail of concern to campus 
securitysecurity
Documentation of growing Documentation of growing 
concerns in staff meeting minutesconcerns in staff meeting minutes
Verbal WarningsVerbal Warnings
Final Report to SecurityFinal Report to Security



Improvements neededImprovements needed

Develop a patron behavior policy Develop a patron behavior policy 
that will cover all library usersthat will cover all library users
More formal documentation More formal documentation 
processprocess
Additional front line training for Additional front line training for 
public services staffpublic services staff



ToledoToledo--Lucas County Public Lucas County Public 
LibraryLibrary



Main BuildingMain Building 
325 Michigan St 325 Michigan St 
DOWNTOWNDOWNTOWN

Business Technology Science Dept Business Technology Science Dept 
First Floor NEW ADDITION Rear First Floor NEW ADDITION Rear 
–– Depository No. 0472 Depository No. 0472 
–– Designation 1884 Designation 1884 
–– Core CollectionCore Collection-- First Floor Open First Floor Open 

Stack Stack 



Main BuildingMain Building 
325 Michigan St 325 Michigan St 
DOWNTOWNDOWNTOWN

Business Technology Science Dept Business Technology Science Dept 
First Floor NEW ADDITION Rear First Floor NEW ADDITION Rear 
–– 95% + Print Collection95% + Print Collection--Closed Closed 

StackStack--Basement Docs Basement Docs 
–– Reference done at BTS Reference Reference done at BTS Reference 

Desk By 10 Librarians plus the Desk By 10 Librarians plus the 
Documents Coordinator Documents Coordinator 



Main BuildingMain Building 
325 Michigan St 325 Michigan St 
DOWNTOWNDOWNTOWN

Library PoliciesLibrary Policies
http://www.toledolibrary.org/http://www.toledolibrary.org/ 

about/what_pol.aspabout/what_pol.asp
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Tips and HintsTips and Hints

Clues from the literatureClues from the literature



Tips and Hints Tips and Hints -- prepareprepare

PaperworkPaperwork
–– Have a Have a ““Code of ConductCode of Conduct”” for for 

Library usersLibrary users
–– Be sure your Be sure your ““Code of ConductCode of Conduct”” 

is easy to locate both in print is easy to locate both in print 
and on your library web siteand on your library web site

–– Have easy to use incident report Have easy to use incident report 
forms readily available.forms readily available.



Tips for administration Tips for administration -- 
PreparePrepare

Paper workPaper work
–– Written procedures should be Written procedures should be 

simple and straight forwardsimple and straight forward
–– Contact lists for assistance Contact lists for assistance egeg. . 

Security, police, fire , medical, Security, police, fire , medical, 
homeless shelter, etc.homeless shelter, etc.



Tips for administration Tips for administration -- 
PreparePrepare

StaffStaff
––Encourage staff to report Encourage staff to report 

any potential problems any potential problems 
––Be sure all staff including Be sure all staff including 

partpart--time staff are aware of time staff are aware of 
forms, procedures (including forms, procedures (including 
who receives reports)who receives reports)



Tips for administration Tips for administration -- 
prepareprepare

Provide trainingProvide training
––role playing sessions to role playing sessions to 

sensitize staff to issues and sensitize staff to issues and 
problemsproblems

–– Active listeningActive listening
–– Using established proceduresUsing established procedures
Support frontline staffSupport frontline staff



Tips for staffTips for staff

Remain as calm as possibleRemain as calm as possible
Respond quickly & Respond quickly & 
consistentlyconsistently
Analyze the SituationAnalyze the Situation
–– Library ProblemLibrary Problem
–– Patron ProblemPatron Problem



Tips for staffTips for staff
Analyze the situation and the Analyze the situation and the 
emotional state of the patronemotional state of the patron
–– Four common states of patron Four common states of patron 

emotionemotion
CalmCalm
Anxious Anxious –– Stay Calm Stay Calm -- Stop, Stop, 
look, and listenlook, and listen
Belligerent Belligerent –– Stay Calm Stay Calm -- Keep Keep 
eye contact eye contact –– stand your stand your 
ground ground –– Get backGet back--upup
Out of Control Out of Control –– Call SecurityCall Security



Tips for StaffTips for Staff

Choose the proper siteChoose the proper site
–– Rule reminders Rule reminders –– calm or calm or 

anxious patrons anxious patrons –– on the spot  on the spot  -- 
on your own or with backon your own or with back--upup

–– Belligerent Patrons Belligerent Patrons –– if possible if possible 
away from the disturbance away from the disturbance –– 
with multiple exits with multiple exits –– with backwith back-- 
upup



Tips for StaffTips for Staff

Keep hands in sightKeep hands in sight
Avoid anything that might be Avoid anything that might be 
considered a weaponconsidered a weapon
Think safe keep an escape Think safe keep an escape 
route in mindroute in mind
Remember stay calm and Remember stay calm and 
have backhave back--upup



Tips for StaffTips for Staff

Do not negotiate on matters Do not negotiate on matters 
of policyof policy
Record incidents in as much Record incidents in as much 
detail as possibledetail as possible
When in doubt call security or When in doubt call security or 
the police the police 



Contact GPO

• Please notify GPO to document potential or 
actual situations

• Document each interaction with the patron
• Phone Kathy Brazee at 202-512-1187 or the 

Office of Education and Outreach at 202-512- 
1119 (shared phone line answered by the 
unit) so that staff may help you right away



Persistent Problem Persistent Problem 
Patrons:Patrons:

One One badbad appleapple

Kristina BobeKristina Bobe
Government Documents Reference LibrarianGovernment Documents Reference Librarian

Georgetown UniversityGeorgetown University
kb343@georgetown.edukb343@georgetown.edu

October 17, 2007October 17, 2007

mailto:kb343@georgetown.edu


Facts about Georgetown UniversityFacts about Georgetown University

Founded in 1789: oldest Roman Catholic & Founded in 1789: oldest Roman Catholic & 
oldest Jesuit university in the U.S.oldest Jesuit university in the U.S.
Student body: ~ 14,000 from over 130 countriesStudent body: ~ 14,000 from over 130 countries
Curriculum strengths: international affairs, Curriculum strengths: international affairs, 
foreign languages, business, government, foreign languages, business, government, 
political science, public policypolitical science, public policy
Famous alumnae: Bill Clinton, Antonin ScaliaFamous alumnae: Bill Clinton, Antonin Scalia
Famous faculty: George Tenet, Madeleine Famous faculty: George Tenet, Madeleine 
Albright, Michael Eric DysonAlbright, Michael Eric Dyson





Lauinger LibraryLauinger Library
Main library for Georgetown UniversityMain library for Georgetown University
Collections, both depository and nonCollections, both depository and non--
depository, support the curriculum of the depository, support the curriculum of the 
universityuniversity
Houses university archives, theological Houses university archives, theological 
collections, multimedia, books collections, multimedia, books 
Joined the FDLP in 1969: strong in Joined the FDLP in 1969: strong in 
Census, State Department, presidential, Census, State Department, presidential, 
congressional documents, among otherscongressional documents, among others



Photo credit: CIRLA



Open policy to patronsOpen policy to patrons

Library: open to those with government Library: open to those with government 
issued photo IDissued photo ID
Generally open and tolerant with heavy Generally open and tolerant with heavy 
community users, the library community users, the library ‘‘residentsresidents’’
Patrons not affiliated with the university, Patrons not affiliated with the university, 
but abide by policies set forth by library, but abide by policies set forth by library, 
are welcome to use our resources, are welcome to use our resources, 
depository as well as nondepository as well as non--depositorydepository



http://www.library.georgetown.edu/





http://www.library.georgetown.edu/geninfo/epolicy.htm



http://www.library.georgetown.edu/dept/govdocs/





Chronology of eventsChronology of events

66--2929--03: Patron came to the library and 03: Patron came to the library and 
wanted to create maps with GIS softwarewanted to create maps with GIS software
GIS specialist was not available (Sunday)GIS specialist was not available (Sunday)
Repeatedly insisted of staff member that Repeatedly insisted of staff member that 
GIS specialist should be called at homeGIS specialist should be called at home
Patron repeatedly interrupted staff as they Patron repeatedly interrupted staff as they 
helped other peoplehelped other people
Was told that he could not use the color Was told that he could not use the color 
printer, but used it anyway for several print printer, but used it anyway for several print 
jobs (5 hours)jobs (5 hours)



Chronology of eventsChronology of events

66--3030--03: Patron returned to use GIS03: Patron returned to use GIS
ESRIESRI’’ss ArcViewArcView site license ($10,000 yr)site license ($10,000 yr)
GIS specialist spent 4 hours helping GIS specialist spent 4 hours helping 
patronpatron
Patron behavior: agitated, argumentative, Patron behavior: agitated, argumentative, 
combativecombative
Department head spoke to administration; Department head spoke to administration; 
was told to was told to ‘‘monitor the situationmonitor the situation’’



Chronology of eventsChronology of events

77--22--03: Patron again asked for help with GIS; 03: Patron again asked for help with GIS; 
received about 4 hours of assistancereceived about 4 hours of assistance
Became angry when denied suppliesBecame angry when denied supplies
77--33--03: Patron continued to ask for assistance 03: Patron continued to ask for assistance 
with GIS; interrupted staff as they were helping with GIS; interrupted staff as they were helping 
other patronsother patrons
77--77--03: Patron was notified multiple times to not 03: Patron was notified multiple times to not 
use GIS computer for email, but continued to do use GIS computer for email, but continued to do 
so anyway; asked if he could store his personal so anyway; asked if he could store his personal 
belongings in the departmentbelongings in the department



Chronology of eventsChronology of events

On 7On 7--77--03, patron was told that he was 03, patron was told that he was 
monopolizing staff time and interfering with monopolizing staff time and interfering with 
their regular dutiestheir regular duties
That day, fewer interruptionsThat day, fewer interruptions
77--99--03: Patron wanted staff to contact ESRI, 03: Patron wanted staff to contact ESRI, 
makers of GIS software, to makers of GIS software, to ‘‘correct problems correct problems 
with the softwarewith the software’’
GIS specialist said he could not spend any GIS specialist said he could not spend any 
more time teaching this patron the softwaremore time teaching this patron the software



Chronology of eventsChronology of events

77--1010--03: Patron returned; in conversation, 03: Patron returned; in conversation, 
asked GIS specialist where he livedasked GIS specialist where he lived
77--1111--03: Patron again returned, asked for 03: Patron again returned, asked for 
assistance with GIS; was in department for assistance with GIS; was in department for 
almost 8 hoursalmost 8 hours
77--1414--03: Patron was again told not to use 03: Patron was again told not to use 
GIS computer for email; also admonished GIS computer for email; also admonished 
for for ‘‘poundingpounding’’ of the computer keysof the computer keys
Librarian reports concern of Librarian reports concern of ‘‘leaving leaving 
patron alone with female staffpatron alone with female staff’’



Chronology of eventsChronology of events

77--1818--03: Patron inquires about 03: Patron inquires about 
‘‘downloadingdownloading’’ ArcViewArcView software for his software for his 
own use; not allowedown use; not allowed
After spending 8 hours on GIS that day After spending 8 hours on GIS that day 
and many previous hours of assistance, and many previous hours of assistance, 
patron loses much of his daypatron loses much of his day’’s works work
77--2121--03: Patron returns; wants a student 03: Patron returns; wants a student 
to leave the GIS terminalto leave the GIS terminal



Chronology of eventsChronology of events

77--2121--03: Department head confronts 03: Department head confronts 
patron, again explains acceptable use patron, again explains acceptable use 
policypolicy
Patron becomes angry; threatens lawsuits Patron becomes angry; threatens lawsuits 
and mentions and mentions ‘‘CanonCanon’’ lawlaw
Security is contacted; member of Security is contacted; member of 
administration speaks to patronadministration speaks to patron
Patron is asked not to return for one week Patron is asked not to return for one week 
while administration contacts counselwhile administration contacts counsel



Chronology of eventsChronology of events

77--2525--03: AUL contacts counsel03: AUL contacts counsel
77--3131--03, 1:13 p.m. : On 03, 1:13 p.m. : On AULAUL’’ss direction, direction, 
department head contacts GPO; attaches department head contacts GPO; attaches 
detailed documentation of timeline of detailed documentation of timeline of 
events written by all staff affectedevents written by all staff affected
2:16 p.m. : GPO concurs that patron has 2:16 p.m. : GPO concurs that patron has 
not abided by not abided by ““the same standards of the same standards of 
behavior expected of other library patronsbehavior expected of other library patrons””



Chronology of eventsChronology of events

““Depository libraries have the right to bar Depository libraries have the right to bar 
or remove any individual who poses a or remove any individual who poses a 
threat to library staff, other patrons, or the threat to library staff, other patrons, or the 
security of their collections.security of their collections.””
Patron returns that afternoon; is given Patron returns that afternoon; is given 
written notification of his banwritten notification of his ban
During his probational week, patron travels During his probational week, patron travels 
to regional depository in College Park; to regional depository in College Park; 
begins the same pattern of behavior therebegins the same pattern of behavior there



Update on this patronUpdate on this patron……
In late spring of 2007, patron returned to the In late spring of 2007, patron returned to the 
librarylibrary
Refused to show identification; was denied Refused to show identification; was denied 
entranceentrance
The patron contacted GPO questioning his The patron contacted GPO questioning his 
status, then GPO contacted mestatus, then GPO contacted me
I acquired a file of documentation!I acquired a file of documentation!
As a result, I now have a detailed file on the As a result, I now have a detailed file on the 
patron that I can share with present and patron that I can share with present and 
future stafffuture staff



Lessons learnedLessons learned
PolicyPolicy: make library policy and FDLP : make library policy and FDLP 
policy easily and quickly accessiblepolicy easily and quickly accessible
DocumentationDocumentation: keep notes on problem : keep notes on problem 
patrons as soon as a situation occurspatrons as soon as a situation occurs
HistoryHistory: keep a file on problem patrons, : keep a file on problem patrons, 
and how to handle the situation, for new and how to handle the situation, for new 
staff staff –– include this in employee orientationinclude this in employee orientation
Post Post photosphotos of problem patrons, since they of problem patrons, since they 
may use various names or false may use various names or false 
identificationidentification



Lessons learned, contLessons learned, cont’’dd

Have a checklist or quiz on problem Have a checklist or quiz on problem 
patrons issues to gauge staff knowledge of patrons issues to gauge staff knowledge of 
appropriate responsesappropriate responses
Inform staff at all levels, not just reference; Inform staff at all levels, not just reference; 
employ libraryemploy library--wide internal wide internal 
communication vehicles (email, wiki, blog)communication vehicles (email, wiki, blog)
How does your library communicate an How does your library communicate an 
emergency? Consider using the same emergency? Consider using the same 
broad outreach for problem patronsbroad outreach for problem patrons



Thank you!Thank you!

Kristina BobeKristina Bobe
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Persistent Problem Patrons: 
What to do when a patron is violating library conduct policy 

 
 

Selected Sources 
 

Graham, Warren. Black Belt Librarians: Every librarian’s real world guide to a safer 
workplace. Charlotte, NC:Pure Heart Press, 2006. 
 

Written by a security and safety consultant, this book has the great advantage of 
being a short quick read.  At the same time it offers simple practical advice on 
library security, training staff and keeping your cool when confronted with 
problem behaviors.  Basic practical reasons are provided for most 
recommendations. This work also includes a sample of a simple event log that can 
be used as is or modified to record incidents.  

 
McNeil, Beth, and Denise J. Johnson. Patron Behavior in Libraries: A handbook of 
positive approaches to negative situations. Chicago: American Library Association, 1996. 
 

An excellent book on handling patron behaviors, if you only have time to read 
one book on the topic this would be an excellent choice.  Organized in three parts 
it addresses: 1. various groups of patrons and the problems faced by each, 2. 
major issues such as crime, sexual issues and legal issues, and 3. solutions 
focusing on active listening and the development and implementation of patron 
behavior policies. 

 
Salter, Charles A., and Jeffrey L. Slater. On the Front Lines: Coping with the library’s 
problem patrons. Englewood, CO: Libraries Unlimited, Inc., 1988. 
 

While an older book, this one offers examples of numerous problem behavior 
incidents.  Each case study includes: a description of the incident, discussion 
questions on possible ways the incident could be handled, the outcome of the real 
incident, an analysis of the mental state of the person exhibiting the problem 
behavior and tips for handling the incident.  The book also includes chapters on 
confronting a problem patron, training staff to cope problem patrons, and some 
suggested helps for librarians.  The appendix also offers a checklist for library 
preparedness, and samples of documentation.  

 
Shuman, Bruce A.Case Studies in library Security. Westport, CT: Libraries Unlimited, 
2002. 
 

Set in the fictional world of “Pecan Grove” forty cases studies of library related 
security issues are presented.  Not all of them relate directly to problem behaviors 
exhibited by patrons but a good portion of them do.  These case studies can be 
used in role playing exercises or training discussions. 
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