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Library Services 
Service Level Statement 2010-11
Introduction

This document sets out the services delivered by the Library Services department at Canterbury Christ Church University. 

Library Services Responsibilities
Library Services is one of the largest support departments, with responsibility for the provision of library and bookshop services across the University. 
Library Services will:
· Provide environments suitable for studying and learning to enhance the student experience.

· Manage and develop online resources through user-friendly web-based provision.

· Liaise with academic staff over the selection of stock for student use and purchase, in particular relevant materials identified through academic programme reading lists.

· Work closely with suppliers to manage the allocation, acquisition, cataloguing, deployment and provision of resources, electronic and physical, across all faculties and campuses.

· Manage all aspects both of the borrowing and lending of library materials, including reservations, inter-site and inter-library loans, and of the sale and return of bookshop items.

· Develop and deliver a programme of information skills training for courses across all campuses, and support the induction of new students and staff into the University.

· Provide help and guidance through published information on web pages, in leaflets and guides, on course Blackboards, and to personal visitors.

· Provide access to resources not held by the University through inter-library loans, electronic document delivery or co-operative arrangements with other libraries.

· Work with colleagues from collaborative partners to ensure the effective delivery of departmental services to University students at the Medway campus and University Centre Folkestone.

· Work with colleague departments to ensure efficient, appropriate and accurate responses to library-based enquiries.

· Maintain a presence at all service points in accordance with advertised availability and do our best to provide services as described.

· Provide service in a polite, courteous and professional manner.

The Service Level Statement will be made available online on the Library Services website and it will be updated regularly and in the light of feedback from users. Library Services will publish a rolling five year strategy and an annual business plan. We will also publish an annual report each autumn, including statistics and highlighting new and changed services in the preceding year.
Opening hours

All library and bookshop sites will be staffed during the core hours as advertised on the web pages. 
User responsibilities

Users will:

· Comply with Library Services’ policies, procedures and regulations.

· Be responsible for all transactions on their library card and for all the materials that they have borrowed.

· Pay all incurred charges promptly.
· Treat Library Services staff in a polite and courteous manner.

· Respond to requests for information in a timely and accurate manner. 

· Report problems promptly via the email, phone or web contact points listed on the library and bookshop websites. 

· Bring to the attention of the Head of Library Services any service level issue that fails to be met in order that appropriate action can be taken.

In addition:
· Faculties will provide the names of key contacts to facilitate communication between academic staff and Library Services 

· Academic staff will make copies of their reading lists available to their liaison librarian and of their lists of recommended titles for purchase to the bookshop, and will submit requests for new resources well in advance of material being required.
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