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QUICK REFERENCE

Telephone Numbers and Contact Person


Computer Labs



Amy Nunan 


x4080

Copyright Questions



Printing Services

x4161


Emergency Assistance






911


Escort Service




Public Safety


x4176


IT Service Center



Tim Mills


x7488

Learning Technologies Team 

Diane Richmond

x4047

An updated listing of Library departments and full-time personnel should be posted near the telephone in your department.

Your supervisor has a copy of the latest Campus Directory if you need to refer your patrons to another office, division or individual on campus.

Further information can also be found on the library web page at http://library.truman.edu.
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INTRODUCTION

As a student employee you are a vital part of the library.  You are providing a very real and important service to the library, university and patrons.  Without the assistance of student employees, we could not maintain the current number of hours that the library is open to the public, a total of 105 hours per week.  Student employee part-time hours are the equivalent of nine full-time employees!

It is the goal of the library staff that you feel part of the team; that you will have a good work experience and learn skills that will benefit you and your future employers.


This manual and subsequent training, together with specific training and manuals you will receive in your departments have been designed to help you with the questions and problems that might arise while you are working at Pickler Memorial Library.

GENERAL ON-THE-JOB INFORMATION

· ATTENDANCE AND PUNCTUALITY

Attendance and punctuality are required for employment at Pickler.  If you are unable to work a scheduled shift, contact your department.  Departments will hand out further information about who to call if you are unable to work.  You are expected to work your assigned schedule.  Three unexcused absences in an academic year will result in dismissal.

· APPEARANCE AND APPROPRIATE DRESS
While on the job, you represent the library.  You are expected to be neat and presentable.  Good judgment should be used in choosing your work apparel.  Holes in clothing (man-made or otherwise), tank tops, hats, and bare midriffs are not appropriate.  Shoes must be worn at all times.  Appropriate clothing may vary according to tasks assigned or at the discretion of your supervisor.  If you have questions about the suitability of particular articles of clothing, please ask your supervisor before wearing them to work.

· NAME TAGS
You are expected to wear your nametag at all times while you are working.  Nametags indicate to the patrons that you are an individual responsible for providing service in specific departments.

· CELL PHONES 
Cell phones and pagers must be turned off or set to provide an inaudible notification to the user while in the library.  While building policy states that all cell phone conversations should be conducted quietly so as not to disturb others, while you are working you should not be talking on your cell phone.

· FOOD and DRINK

Food is allowed in Library Café area only.  Drinks permitted outside Library Café only in acceptable containers.  No drinks should be on service desks whether or not electronic equipment is present.  If supervisors permit workers to have drinks in acceptable containers, they should be kept in a back area not in the public service desk area. 

· HEADPHONES / EARPHONES
No headphones or earphones will be worn while working either in the office or stack areas.  (Only stacks maintenance students who are dusting are exempt).  
· OFFICE EQUIPMENT
Office equipment is for library business only.  This includes computers, printers, copy machines, fax machines, telephones, etc.  Anyone who is not a library employee should never be allowed to use office equipment.  Personal calls should not be placed or received while on duty.

· STUDYING AND SOCIALIZING
Homework generally is not to be done while you are working.  Also you should not have friends stopping by for chats while you are working.  This is very distracting for other workers and it also distracts from the professional atmosphere and patron service.

· BREAKS
When you work a block of four or more hours, you are entitled to a 15-minute break to be scheduled by your supervisor.  You do not need to clock in and out for the 15-minute break.  If you are working 6-8 hours, you need to clock out for at least a 30 minute “lunch/dinner” break; for those working 8+ hours in a day, you need to clock out for a full hour “lunch/dinner” break.  As a student employee on duty, you may use the staff lounge located in the basement for your break.

· TRAINING
Student employees are encouraged to take advantage of all training offered by the library and their specific departments.  Staff development courses are also offered by the Library throughout the year.  Examples of such training include a computerized program for the Library of Congress call numbers (LC Easy), workshops for computer programs (databases, word processing, spreadsheets), etc.  Your supervisor will notify you of available training.

PAYROLL and TIMECARDS

Student paychecks are issued on the 15th of the month at Cashiers in McClain Hall for hours worked the previous month.   If the 15th falls on a weekend, payday is the preceding Friday.  Direct deposit is now available for student employees.  Further information on direct deposit can be found on the Employee tab on TruView.
Timecards are electronic and are accessed through TruView - Student tab. Students are responsible for entering in their time on the appropriate card (Institutional, Scholarship or Work Study) each day.  Time should be entered on the card the day you work.  Time should not be entered in advance (example on Monday enter time for the entire week) nor should time be entered in at the end of the week (example on Friday enter in time for the week).  Depending on departments, timecards are usually checked and locked down by supervisors on a daily basis.  If you have a problem with entering your time, please talk to your supervisor or the Dean’s Office as soon as possible.

Timecards should be submitted as soon as possible after the end of the month.  Your supervisor will give you deadlines for that submission.  
HOURS WORKED PER WEEK
 

Student employees can be cleared for a maximum of 20 hours per week while classes are in session.  It is important that you do not work over 20 hours per week (Sunday through Saturday).  Some students work in a different division in addition to working hours in the library.  It is the student’s responsibility to make sure they do not go over the 20 hour maximum per week on campus in any combination of scholarship, institutional or work study jobs.  If you consistently work over 20 hours a week, this could result in payroll terminating your current position, and your being denied future clearances for student employment on campus.

 

During interim sessions, students can be cleared for up to 39 hours a week.  It is important that you never work over the 39-hour limit during interim sessions. 
CONFIDENTIALITY AGREEMENT
Pickler Memorial Library

Truman State University

As a student assistant at Pickler Memorial Library, Truman State University, I understand that a great deal of highly confidential information, both student and employee, is processed in the course of daily work.   This confidential information includes transcripts, applications, personnel files, and other written materials.  It also includes conversations about personal matters.  The Federal Family Educational Rights and Privacy Act of 1974 (the Buckley Amendment) governs many of these items.

Furthermore, Missouri State Law (§182.815 and §182.817) protects the privacy of individuals using the library and library materials.  Disclosure of library record as to information sought or received, and materials consulted, borrowed or acquired, shall not be revealed to any other person without written consent from the patron identified in the record or in response to a court order.  This includes faculty members, fellow students, administrators, etc.  Any written request for information should be handled by a supervisor.  


I understand that confidential information is never to be taken from the office or discussed with anyone outside the office.  I agree to follow this policy at all times.  Further, I understand that any breach of this agreement may result in my immediate dismissal and the possibility of additional disciplinary action.

PRINT NAME ____________________________
Department____________________

SIGNATURE _____________________________
Date _________________________

PROBLEMS AT WORK?

· GRIEVANCE
If you have a problem with your job or your supervisor, request a meeting with your supervisor to discuss the situation.  Most problems can be handled if you just let your supervisor know what's bothering you.

If this doesn’t resolve the issue, request a meeting with the Dean and your supervisor.  The Dean will make the final decision on any action to be taken after hearing both sides of the story.

· DISCRIMINATION
Truman State University recognizes the worth and dignity of all persons, and the University does not discriminate on any basis not related to the applicable educational requirements of students or the applicable job requirements of employees.  Therefore, the University observes and complies fully with federal and state laws prohibiting discrimination on the basis of race, color, religion, national origin, ancestry, sex, age or handicap.  (See Page 1 of the Truman State University Student Handbook for the full Statement of Nondiscrimination.)

Acts of discrimination or harassment based on any of the above are prohibited by law.  If you feel you have been discriminated against, follow the grievance procedures in the preceding section.

PATRON SERVICE
Information and service are the products that we provide to our patrons.

· Be polite and treat all patrons, as you want to be treated when you visit other departments on campus.
· If you do not know the answer to a patron's question, refer the patron to the appropriate library staff member or department for assistance.
· Please do not tell patrons we do not have something unless you are positive we do not.  Ask questions, explore alternative options and learn the resources in the library.
· Help patrons as much as possible.  If someone looks puzzled, ask if they need help. Don't wait for them to ask you.
· Always ask questions before making assumptions.  Be sure you understand what information the patron is seeking.
· Provide polite, courteous service; do not be rude, abrupt, snappy, flippant or sarcastic.
· If a patron has a bad attitude, do not let it affect the service you provide to them.
PATRON BEHAVIOR
Don't let anyone (including your friends who want a special favor or faculty trying to pull rank) talk you into doing something you know is not allowed or which could cost you your job, such as providing confidential information.  When confronted by persistence,

· Politely tell the patron that you are not permitted to fill that particular request and that he/she will have to speak to a supervisor.

· Call your supervisor.

This is one of those grit-your-teeth-and-keep-smiling situations.

Let your supervisor handle the hasslers; it's not your job.
TELEPHONE PROCEDURES

Telephone calls are an essential part of our service.  Full-time staff members will answer the phone as often as possible, but you should not hesitate to do so when they are busy or not available.

· TIPS FOR ANSWERING CALLS

· Always be pleasant, polite and professional (don't use slang!) when answering calls.

· Answer with a brief greeting but be sure to include your name and the name of the department.  For example:

Good Morning Library Periodicals, this is Ann

· Always offer some form of positive help; never answer a questions with, "I don't know," and leave it at that.  Say something like:

I'm sorry, I don't have the answer but I'll find out for you.

Or

Let me refer you to someone who can answer that question.

· A patron in person takes priority over a telephone call, but if you are the only person in the department you will have to answer the phone.

· Excuse yourself and take the call, but be as politely brief as possible so you can return to your patron.

· Take the name and number and assure the caller that someone will return the call as soon as possible.

· TAKE MESSAGES

· If the caller asks for a person who is busy or not there, don't say, "She's on break [at lunch/in the restroom]."  Offer a positive alternative service:

He is unavailable right now.  May I take a message or could someone else help you?

Or

     
She's stepped away from her desk for a moment.  May I have her return your call?
The only time you should offer more of an explanation than "unavailable" is when the intended recipient is out for an extended time.  Then your response would be:

She is out of the office today [until Thursday].  Could someone else help you?
If the caller leaves a message, close by assuring him/her that you will deliver it as soon as the intended recipient is available.

· There should be a message pad or notepaper by the phone.  When taking a message, try to get the following information:

Date and time of call:



October 4, 10:00 am
First and last name of caller, including title (ask for spelling if unsure)



Dr. Joe Smith [Dr. Jo Smyth]

Organization, department or business from which the person is calling:



Lang and Lit
Subject of call:



Your meeting next week

Instructions or action to be taken

Please return call by 4pm today

     
Phone number (including area code if long distance):



X3333
Your name in case the person for whom the message is intended has questions.

Repeat the message back to the caller to verify accuracy and completeness.  If the caller is reluctant to provide details such as the subject of the call, don't push; just take down as much information as you can.

· PERSONAL USE OF DEPARTMENT TELEPHONES
Personal calls should not be placed or received while you're on duty.  Wait until you clock out at the end of your shift, then use the public phone in the Library Café area on 1st floor.

Your friends may not use the telephones at the service desks or in the offices at any time; direct them to the public phone.

· LOCATION OF PUBLIC TELEPHONE
1st floor

-     A local/campus phone is located on the 1st floor in the Library Café area.  Please note the local/campus phones are programmed to call out only.  All incoming calls go directly to the campus operator.

PHOTOCOPIES AND COPYRIGHT LAW
Coin-operated copiers are available for our patrons to use themselves so providing photocopies for patrons is not something that most of you will have to worry about.  It is possible though, that someone might ask you a question regarding copies and Copyright law.  "Is it legal for me to make a copy of this?  How much of this book can I copy?"

Copying of library materials for research and other academic purposes falls under a very complicated portion of the Copyright law known as "fair use". There are several tests which must be met when determining fair use.  There is no simple way to explain fair use and its various "ifs and buts", but should you be asked, the safest answer would be the following:

Researchers or teachers preparing to teach a class may make a request to have made a SINGLE copy of:

· one chapter of a book

· an article from a newspaper or periodical

· a short story, essay, or short poem

· an illustration (chart, graph, diagram, cartoon, drawing, or picture) from a book, periodical, or newspaper

If this answer doesn't satisfy, send the patron to your supervisor or refer him/her to the staff of Printing Services. They can provide guidance on the law and obtain copyright clearance if necessary.  Printing Services is located in Barnett Hall Room 104, extension 4161.
(If photocopying is to be one of your duties, your supervisor will give you instructions and more details on Copyright "do's and don'ts".)

WHAT'S IN OUR BUILDING

Basement
· Technical Services (this is not a public area)

· Storage and Special Collection items (not public area)

First Floor

· Circulation Desk and Offices

· Reference Office Complex, including Periodicals ,Government Documents, 
and Interlibrary Loan Offices
· Current Periodicals

· Microforms

· Stacks

· Reference

· Bound Periodicals

· Stacks Maintenance Office

· Dean’s Office

· Library Café 

· Library Classroom (PML 103)

· Gallery

· Popular Reading 
· Newspapers

· New Book shelves
· Assistive Technology Lab (PML 108A)
Second Floor

· Media Library

· Curriculum Library

· Die cuts, typewriter, misc production tools 

· Government Documents Collection

· Group Study Rooms (202 A, B, and C)
· Stacks

· General Collection, call numbers A-K

· Oversize Books

· Art Prints

Third Floor
· Special Collections and University Archives

· Group Study Rooms (302 A, B, and C)

· Stacks

· General Collection, call numbers L-Z

Public Self-Services 
· Computers to access library catalog: 1st, 2nd, and 3rd floors

· Change Machine:  1st floor corridor north of Library Café 
· Copiers:  1st floor north of Reference offices
· Color Copier:  1st floor north of Reference offices 
· Public Telephone
: 1st floor in Library Café area
· Restrooms: all floors
· Transparencies – buy at Circulation Desk ($.50 each) then use color copier to make transparency in either color or black and white.
· Typewriter for public use:  1st floor near Reference Desk 
OUR GUESTS IN THE BUILDING

The library also houses labs and rooms for several non-library services.  These areas are not part of the library, as such, and have their own hours and staff.  Patrons may ask where the rooms are located or may try to get your help in resolving problems with them.  Locations and contact names and telephones numbers are listed below.

Information Technology Services 

     IT Service Center (PML 203)


Contact Person:  Tim Mills, x7488

     Telephone Services (PML 203)

            Contact Person:  Betty Floyd, x4265
     3rd floor Computer Lab and Group Study Rooms with computers (PML 312)
Contact Person:  Amy Nunan, x4080

     Learning Technologies Team (PML 205)



Contact Person:  Diane Richmond, x4047


    Multimedia Lab (PML 204)



Contact Person:  Diane Richmond, x4047
Student Success Center Tutoring Area (PML 108)


Contact Person:  Jack Holcomb, x7403

Writing Center Tutoring Area (PML 108)



Contact Person:  David Leaton, x4691
BUILDING MAPS
1st Floor:  http://library.truman.edu/maps/first_floor.asp

2nd Floor:  http://library.truman.edu/maps/second_floor.asp
3rd Floor:  http://library.truman.edu/maps/third_floor.asp
BUILDING MAINTENANCE & SECURITY

It takes all of us to keep our building a comfortable and safe place in which to work and study.  Whenever your duties take you out of the office and into the rest of the library, please be aware of what is going on around you.

· Pick up any unattended library materials and place them on the nearest "red shelf."

· Report broken equipment, lights that are out, wet floors or other "messes" to a supervisor or the Dean's Office.  Don't assume someone else has reported it!
· Ask anyone with drink in an unapproved cup or food to move to the Library Café area or dispose of it or take it outside to finish.  If the patron refuses, find a supervisor and report the person's description and location.

· Report disruptive, potentially dangerous or any other type of improper behavior to a supervisor as soon as you become aware of it.

· A high-pitched "squeal" near one of the emergency exits means the door alarm has been activated.  Check to see if someone has used that door to leave the building.  Question the patron, if you can, and politely ask him/her to return to the building and re-exit through the main door.  If he/she refuses, get a good description of the person and notify a supervisor IMMEDIATELY.

· If you observe what appears to be the theft of library materials or a patron's belongings, report the situation to the nearest supervisor immediately.  (There is usually a rash of thefts near the end of each semester when textbooks are stolen for resale to the Bookstore.)  Keep an eye on the suspect until help arrives but don't attempt to detain him/her yourself.  Try to get a good description of the person and items (book title or subject, if possible) being taken.

PERSONAL SAFETY

Public safety offers an escort service for anyone who has to cross campus after dark.   If someone wants an escort to his/her car, dorm or another building on campus, call x4176.

EMERGENCIES

In most emergency situations, such as fire and tornado warnings, you will be notified by your supervisor and given instructions about what to do.  Sometimes, though, you will be the person who notices the situation or the one to whom it is reported.  When this happens, notify a supervisor at once.  If a supervisor is not available, call 911, Central Dispatch, E911 Center emergency number, the Dispatcher will tell you what to do next.  


· FIRE ALARMS
When the fire sirens sound or strobe lights flash, all patrons and staff must leave the building.  When you hear the alarm, stop what you are doing immediately and report to the supervisor on duty for instructions.  Upon completion of your assigned task, let the supervisor know, then leave the building by the nearest exit.

· TORNADO WARNING
When a tornado warning has been issued, all patrons and staff must either go to the basement or leave the building.  It is the staff's responsibility to see that everyone in the building knows about the warning.  You will receive specific instructions from your supervisor on your part in accomplishing this task.

Communication during fire and weather emergencies is via walkie-talkie.  Each department has walkie-talkies to distribute to those who will need to use them.


RESPONDING TO A MEDICAL EMERGENCY

1. Assess the situation:

Is the scene safe for you?  If the area is unsafe, go for help.

2. Set priorities:

Determine if the person is breathing.  If spine or neck injury is suspected, don’t move the victim unless there is a threat of fire, explosion, or other life-threatening danger.

3. Calling for help:

Dial 911

When you do call for emergency medical services, remember that there are certain things the dispatcher will need to know in order to get help to you quickly:

· The address and location of the accident. (Have the emergency responders meet library staff at the main east doors.)

· Your name, phone number and possibly the number to a nearby phone.

· A description of what happened and how many people need help.

· Stay on the phone until the dispatcher tells you it is OK to hang up.  Remain calm and listen carefully.

4. Once the call has been completed, call the Circulation Desk (4533) and notify them that an ambulance is en route to the library and give the location of the person.

5. Either you or another staff member needs to stay with the person.

6. The Circulation Desk personnel should bring the freight elevator to the first floor and wait for the ambulance personnel to arrive.  

7. Once the ambulance personnel have arrived, if at all possible, escort them to the location of the person or give them directions.

TORNADO PROCEDURES

W:\PML Information\Library Policies\Tornado Policy rev 8 25 10.doc

FIRE ALARM EVACUATION PROCEDURES

W:\PML Information\Library Policies\Fire Alarm Evac Procedures rev 8 25 10.doc
LIBRARY STAFF TELEPHONE LISTS

W:\PML Information\Telephone Lists.xls
Treat this as a real job and expect to be treated and respected as a real employee.








When in doubt,


DO NOT GIVE OUT INFORMATION,


refer the patron to a supervisor.








IN CASE OF EMERGENCY


CALL





911








Don't Panic!


In the event of an emergency, please don't panic.  


You can accomplish more and do it in less time 


if you remain calm, cool and collected.














