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Chapter Eleven

SERVICE POLICIES IN LIBRARIES
Mbuotidem O. Umoh

Introduction

The core of a library's operations is the efficient provision of library
services. These services are provided in accordance with the
operational policies that direct them. Libraries must make sure that
their on-site and remote clients receive fair, equitable, and non-
discriminatory service delivery if they are to fulfil their original
mandate of meeting the information needs of their immediate and
extended communities; and only if the library has created and
adopted formal, written library service policies will this be
possible. Written policies are crucial because they give the
library's operations a legal foundation and act as a barrier to
accusations that the institution or its employees are acting against
their mission or the law. (ALA,2023) In support of the stated
premise, this chapter explores the concept of library services,
service policy, and the importance of service policy in libraries and
presents an overview of library services which are accompanied by
sample policy statements, challenges of implementing service
policy and benefits of service policy in libraries.

Conceptual Clarifications:

For purposes of comprehension, it is apposite to discuss the
following concepts namely policy, library policy, library services,
and service policy.

Policy: This is a set of recommendations or a plan of action that
has been officially adopted by a group of people, a business
organisation, a government, or a political party. The Library
represents the organisation in this instance. In other words, it is a
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general written document that establishes a standard for how an
institution manages its affairs. (Cambridge Dictionary, 2023).

Library Policy: Library policies are the rules and guidelines that
govern the use and management of library resources, services and
facilities. On the whole, it can be described therefore as a
designated template for running and managing the routine
operations of a library. Adherence to it ensures that standards and
values are maintained. It is also used to gauge how successfully a
library's systems and services, as well as how well its goals are met.
The management of the library establishes policies that direct daily
operations and ensures that the library complies with laws and
regulations. In other words, these expansive guidelines direct
library use, routine operations, and processes.

Library Services: are services offered by librarians to patrons to
meet their informational, educational, research, and cultural
requirements. These services are fashioned to further the goals of
the library, which include expanding the body of knowledge,
fostering information literacy, encouraging lifelong learning, and
assisting in local teaching, learning, and research. Nworie, et al
(2023) defines library and information services as those operations
carried out by a library related to the acquisition and arrangement
of library materials as well as making those materials and
information available to the general public. In another
development, it can be said that these services are processes and
activities the library designs to disseminate desirable information
to library and information users (Ikegwuiro and Ichapi, 2022).
Based on these definitions, the author describes library and
information services as assistance given to users to enable quick
access to information and information resources.

Service Policy: The term "service policy" refers to the established
framework, method, or set of guidelines that direct the provision of
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a certain service in the library. A library service policy is an
operational guide that defines the fundamental steps that must be
performed for a service provided by a library to run well. It acts as
a reference guide to make sure the library runs consistently, fairly,
and effectively while still serving the needs of its patrons.

Importance of Service Policies

In recognition of the importance of service policies, the American
Library Association (ALA) (2018) presents the following as the
significance of service policies in libraries:

It ensures that the selection of materials reflects the institution’s
philosophy, mission, guiding principles, or other foundational
documents. It provides a framework for the consistent selection and
acquisition of library resources in all formats using a standard set
of criteria. It prevents haphazard patterns of acquisition that will
result in waste or overlap of content. Service policies clearly state
those responsible for selection and the parameters but allow for
professional judgment. It ensures a diversity of viewpoints on all
topics, including those that may be considered controversial and it
identifies cooperative collection development arrangements such
as resource sharing including interlibrary loans, agreements to
purchase or lease e-content, and resource retention commitments
(for example, archival materials, government documents, local
author materials).

It provides standards for collection maintenance and the removal
of library resources that are out-of-date, inaccurate no longer
reflect the consensus of the field, in poor condition, rarely used, in
an obsolete format, no longer fit the needs of library patrons, or
have excess copies. It supplies guidelines for consideration of gifts
and donations; it establishes a process by which individuals may
share their concerns about library resources in a discussion with a
librarian or, if their concerns are unresolved, invoke a formal
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reconsideration process. Library policies affirm the importance of
intellectual freedom by referencing key documents such as the
Library Bill of Rights and Freedom to read Statement, by
communicating the library's services, policies, and procedures to
employees and users, a service policy fosters transparency.

Service policies assist libraries in complying with legal and
regulatory standards by dealing with concerns including data
management, copyright compliance, privacy protection, and
accessibility for people with impairments. By adhering to pertinent
rules and regulations, libraries minimise any legal risks and assure
the protection of patrons' rights and private data.

Future Planning: Service policies are taken into consideration
while developing and planning future library services. Libraries
can adjust to changing user requirements, new technology, and
shifting information landscape trends by routinely reviewing and
modifying policies.

Overview of Library Services and Model Policy Statements
This section describes several services that libraries offer, with
examples of policy statements. At this point, it is crucial to
emphasise that the service policy samples provided are essentially
just models and not firm rules. Any library or information
institution is free to modify it to meet its specific requirements.

Circulation Service: Adebowale er al (2013) opine that the
hallmark of library service is the aggregation and dissemination of
materials containing information and this can be aptly captured as
circulation service therefore circulation services are predominantly
handled by the circulation unit, these are unarguably the most
significant services offered by a library. It is essentially the process
of loaning and returning library materials (Tindowen er al, 2019).
The borrowing and return of library items, including books, DVDs,
audiobooks, and other media, is a part of these services. Users of
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the library can manage their accounts, renew resources, and check
out items for a set amount of time. This essential procedure
guarantees the efficient transfer of resources and upholds the idea
of equal access to knowledge.

Some of the crucial elements of this service are:

Borrowing Materials: Patrons choose the materials they want to
borrow at the start of the circulation process. Books, periodicals,
DVDs, audiobooks, and other lendable items might all fall under
this category. To aid users in finding items and making
recommendations when needed, library employees must be
present. Clients normally submit their library cards, which are
scanned or put into the library's integrated library system (ILS),
when they want to borrow something. The library can now
maintain track of objects that have been loaned out and their related
due dates.

Check-out and Due Dates: After the processing of the patron's
library card, the materials are formally checked out to the person.
Due dates are given at this point, indicating the time frame for
returning the materials. Depending on the sort of object, due dates
can change; popular materials frequently have shorter loan
durations. To prevent late fees and guarantee fair access to
resources for other library users, patrons must be informed of due
dates.

Renewals and Reservations: Many libraries provide renewal
services that let users prolong the loan period for items they want
to retain for a longer period of time. In most cases, renewals can be
completed online, over the phone, or in person, provided that the
item is still not on reserve. On the contrary, reservations provide
readers the option to order things that other users are presently
checking out. The requester is informed by the library when a
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reserved item becomes available and has a certain amount of time
to pick it up.

Returns and Check-in: After using the materials they have
borrowed, readers return them to the library. There can be defined
return times or staff assistance depending on how the library is set
up. The objects are then checked back into the system by library
employees, who then update their status as being accessible for
borrowing by others.

Integrated Library System (ILS): The library's integrated library
system is a software platform that maintains and records library
resources, clients' accounts, due dates, renewals, reservations, and
other related tasks. The ILS facilitates the circulation process by
guaranteeing the accuracy, effectiveness, and dependability of all
library transactions.

A library's circulation service policy describes the rules and
processes for checking out and returning materials, maintaining
user accounts, and guaranteeing the efficient flow of materials
inside the building. The goal of the policy is to improve user
experience and encourage responsible use of library resources by
bringing clarity and uniformity to the circulation procedures. An
illustration of this policy is hereby stated:

" 1. Purpose: The Circulation Service Policy is designed to
govern the borrowing, renewal, and return of library
materials to facilitate equitable access for all users. The
policy aims to promote responsible use of resources and
ensure a positive and efficient circulation experience.

ii.  Library Membership: Describe the process for becoming a
library member, including any required documents or fees
for registration.

iii.  Borrowing Privileges: Outlines the borrowing privileges
based on membership categories (e.g., students, faculty,

240

1v.

Vi.

vii.

Viil.

1X.

X1.

Xii.

Xiil.

X1v.

XV.

public). specify the number of items members can borrow
at a time and any restrictions on specific materials.

Loan Periods: Define the loan periods for different types of
materials (e.g., books, DVDs, journals). Highlight any
exceptions for high-demand or reference materials.
Renewals: Explain the renewal policy, including how many
times an item can be renewed and the renewal process.
Overdue Items and Fines: State the overdue fines and
charges for late returns. Specify the procedures for handling
overdue materials, including the consequences for
persistent offenders.

Reservations and Holds: Describe the process for placing
reservations on checked-out items.

Explain how long a reserved item will be held for the
member.

Lost or Damaged Items: Detail the procedure for reporting
lost or damaged items and the associated fines or
replacement costs.

Recalls: Explain the conditions under which items on loan
may be recalled by the library.

Interlibrary Loan (ILL): If applicable, outline the ILL
service's availability, rules, and any associated fees.
Confidentiality: Emphasise the library's commitment to
maintaining member privacy and the confidentiality of
borrowing records.

Code of Conduct: establish guidelines for appropriate
behaviour within the library premises, including handling
library materials responsibly.

Changes to the Policy: Mention the process for reviewing
and updating the library's circulation policy.

Contact Information: Provide contact details for the library
staff to address any inquiries or concerns related to the
circulation policy.

(Signed and Dated by the Head of the Circulation Unit)
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Reference Services: The essence of establishing a library is to
bring clientele closer to the requisite information materials and
more so to ensure that the time spent by the library user(s) is duly
maximised by providing him with the right information in a timely
manner. Arumuru, (2021) observed that reference service
provision is a major way of ensuring that the information needs of
users are met as it is the service link between library resources and
clientele. On several occasions, library users are given direct links
to access the information or are guided by a professional (librarian)
to where they can locate information resources. This technique
provides personal attention to library users by meeting their exact
information needs. Whether it is a quick fact check, in-depth
research, or advice on how to use library resources effectively,
reference services are crucial in empowering users and advancing
information literacy. These are some characteristics of library
reference services.

1. Reference Desk: The reference desk, where knowledgeable
librarians are present to answer queries and offer assistance,
is the hub of library reference services. Patrons can
approach the desk with questions on a variety of themes,
ranging from research inquiries to enquiries regarding the
direction to discovering specific resources, as these
specialists knowledgeable in utilising library catalogues,
databases, and other research tools are equipped to advise
customers successfully. '

ii. Research  Assistance:  Reference librarians  are
knowledgeable in research techniques and can assist clients
with developing research questions, locating pertinent
sources, and navigating intricate databases. They help users
find academic books, journals, articles, and other resources
for their study endeavours. In addition, librarians may help
users evaluate the authoritativeness and credibility of
information sources, fostering the development of critical
thinking abilities.
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ul.  Information Literacy Training: Reference services
frequently offer information literacy training to give
patrons the knowledge and skills they need to successfully
traverse the information landscape; to teach users how to
conduct effective information searches, evaluate sources
for quality and relevance, and properly cite information,
librarians hold workshops and one-on-one consultations.
These classes equip participants to become knowledgeable
readers and information seekers.

iv.  Specialised reference collections are kept by libraries and
they include dictionaries, encyclopedias, bibliographies,
manuals, atlases, and other reference resources. These
collections are useful tools for users looking for
background knowledge or quick responses. Reference
librarians offer assistance to users so they can successfully
access and use these resources.

v.  Virtual Reference Services: Many libraries now provide
virtual reference services in addition to in-person support.
These services allow users to ask for advice remotely via
video conference, email, or the internet. For clients who are
unable to physically visit the library, virtual reference
services offer convenient access to professional advice.

vi.  Bibliographic Assistance: Reference librarians offer advice
on correctly referencing sources and assist users in
navigating citation styles like APA, MLA, or Chicago.
They help with bibliography creation, reference citation,
and citation software management.

A reference service policy specifies the standards and processes for
aiding and advising library patrons in discovering information and
successfully utilising library resources. Reference services work
to assist with research, respond to inquiries, and promote clients'
information literacy. An example of a reference service policy is
provided below:
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ii.

iii.

1v.

Vi.

Purpose: The reference service is designed to assist li
users in finding and accessing information resources,
physical and digital, that support their rese
educational, and informational needs. The purpose of
policy is to establish guidelines for provndmg efﬁcmﬂ.
effective, and user-centered reference services.

Scope: This policy applies to all library staff membﬂ1

involved in offering reference assistance, includi
librarians, library assistants, and other designa \
personnel.

Reference Service Objectives: a.) To provide timely and
accurate responses to users' queries. b.) To assist users i
effectively utilising library resources, catalogues,

databases, and digital tools. ¢.) To offer guidance on

research strategies, information evaluation, and citation

formats. d.) To support users in accessing both physical and

digital collections. e.) To cultivate a user-friendly and
welcoming environment for information seekers.

Methods of Assistance: a.) In-person Assistance: Library
staff will be available at designated reference desks during
operating hours to help users with their inquiries. b.) Virtual
Assistance: Reference help will also be accessible through
email, chat services, or other electronic communication
tools during specified hours. c.) Telephone Assistance:
Library users can call for reference support during library
hours.

Staff Training: All library staff involved in providing
reference service will receive appropriate training to
enhance their knowledge of information resources, research
techniques, and communication skills. Continuous
professional development will be encouraged to keep staff
updated with emerging trends and technologies.

Response Time: The library aims to respond promptly to
reference queries. In-person and virtual reference services
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will strive to address inquiries within a reasonable
timeframe, typically within 24 to 48 hours.

vil.  Limitations of Service: While the library staff will make
every effort to assist users, certain limitations apply to the
reference service, such as a. Providing medical, legal, or
financial advice. b. Conducting extensive research on
behalf of users. c. Offering opinions or interpretations of
information.

viii.  Confidentiality: The library is committed to maintaining the
confidentiality and privacy of users' reference inquiries and
records, following all applicable privacy laws and
regulations.

ix.  Evaluation and Feedback: Periodic assessments will be
conducted to gauge the effectiveness of the reference
service. Feedback from users will be encouraged and
valued to improve service quality continually.

x.  Policy Review: This policy will be reviewed and updated as
necessary to adapt to changing user needs and emerging
technologies.

xi.  Contact Information: Provide contact details for users to
reach out for reference assistance and to offer feedback on
the service.

(Signed and Dated by the Head of the Reference Unit)

Library Information Services: In order to connect users with the
amount of information available within libraries, library
information services are essential. These services cover a broad
range of options intended to simplify resource access, advance
information literacy, and meet the various demands of library users.
Some of these services are currently provided as part of the
circulation service at the majority of our libraries. Among the
characteristics of library information services are:
i.  Library orientation sessions are a common starting point for
library information services. Through presentations and
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il.

iii.

1v.

-

guided tours, library staff introduces information

consumers to several departments including the circulation
desk, reference area, computer terminals, study spaces, and
specialised collections. These sessions acquaint users with
the library's layout, policies, collections, and services.
Support for Resource Discovery: Libraries give users
guidance for finding and using pertinent resources. On how
to use library catalogues, electronic databases, digital
collections, and other resources, librarians provide advice,
They enable users to efficiently access certain information,
apply advanced search methods, and refine their search
queries.

Interlibrary lending: Programmes for interlibrary lending
are frequently included in library information services. By
requesting materials from other libraries within a network,
these services enable customers to access materials that are
not available in their local library. Although resources like
reference volumes, rare books, delicate materials, journals,
and dissertations cannot be loaned out, interlibrary loan
programmes increase users' access to resources and
improve their research skills.

Digital and Online Services: In today's technologically
advanced society, libraries offer a variety of digital and
online services in addition to their physical collections,
including access to e-books, e-journals, digital archives,
streaming media, and online databases. In order to ensure
that users can access and use these digital resources
efficiently, librarians offer assistance to users in navigating
them.

Reader's Advisory: Reader's advisory is a feature of library
information services that suggests books, authors, genres,
and other reading resources to users. In order to provide
users with personalised recommendations that cater to their

246

Vi.

research needs, librarians connect with users to discover
their interests, preferences, and reading goals.

Community Workshops and Programmes: Libraries
provide community workshops and programmes that
encourage education, creativity, and civic engagement.
These services cover a variety of tasks, including reading
clubs, author appearances, digital literacy workshops,
educational conferences, kid-friendly storytelling events,
and technological instruction. These programmes are
planned and run by library staff in order to meet the varied
interests and requirements of their patrons. ;

A library's provision of information resources, services, and

programmes is governed by a set of norms and principles that are
outlined in an information service policy. Users will always have
continuous, dependable access to intellectual content in a variety
of formats owing to this policy. A sample of the policy statement is

provid
1.

1.

iii.

ed below.

Purpose: The Information Service at [Library/Information
Institution Name] aims to facilitate access to accurate,
relevant, and current information resources for users,
supporting their educational, research, professional, apd
personal information needs. This policy serves to establish
the framework for the efficient and effective delivery of
information services. . .
Scope: This policy applies to all aspects of information
provision, including physical collections, digital resources,
information technology, information literacy programmes,
and reference services offered by [Library/Information
Institution Name]. . :
Information Service: Objectives a.) To maintain a dlver§e
and comprehensive collection of information resources in
various formats to meet the needs of users. b.) To provide
reliable and up-to-date information through access to
credible sources and authoritative databases. c¢.) To promote
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v.

Vi.

Vii.

Viil.

information literacy by offering training, workshops, and
tutorials to enhance users' information-seeking skills. d.) To
assist users in locating, retrieving, and utilising information
effectively, both onsite and remotely. e.) To support
research and scholarship by collaborating with academic¢
and research communities. f.) To foster a welcoming and
inclusive environment that respects users' diverse
information requirements.

Collection Development: a.) The selection and acquisition
of information resources will be guided by the institution's
mission, user needs, and the scope of subjects covered. b.)
Resources will be evaluated for relevance, accuracy,
quality, and authority before inclusion in the collection. ¢.)
Efforts will be made to ensure a balanced representation of
diverse perspectives and information formats.

Access to Information: a.) Information resources will be
organised and catalogued to facilitate easy retrieval and
access. b.) Electronic resources will be made available
through online databases, digital libraries, and the library's
website. ¢.) Physical collections will be open for browsing
and borrowing according to the library's borrowing policy.

Information Technology and Infrastructure: a.) The library
will maintain a robust and up-to-date information
technology infrastructure to support seamless access to
digital resources. b.) User-friendly interfaces and search
tools will be implemented to enhance the discovery of
information resources.

Information Literacy Programmes: a.) The library will offer
information literacy programmes and workshops to
promote effective information-seeking skills among users.
b.) Collaboration with educational institutions to integrate
information literacy into the curriculum will be encouraged.
Reference and Research Assistance: A trained library staff
will provide reference services to assist users with their
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1X.

X1,

Xii.

Xiii.

information inquiries and research needs. b. Timely and
accurate responses to queries will be a priority, utilising
both in-person and virtual assistance.

Copyright and Intellectual Property: a.) The library will
adhere to copyright laws and licensing agreements in
providing access to information resources. b.) Users will be
educated on copyright compliance and intellectual property
rights.

Privacy and Confidentiality: a.) User privacy will be
respected, and personal information will be handled per
applicable privacy laws and regulations. b.) Library staff
will maintain the confidentiality of users' borrowing
records and reference inquiries.

User Feedback and Assessment: a.) Feedback from users
will be actively sought and utilised to improve the quality
of information services. b.) Regular assessment and
evaluation of information services will be conducted to
identify areas for enhancement.

Policy Review: This Information Service Policy will be
reviewed periodically to ensure its continued relevance and
alignment with the library/institution's goals and user
needs.

Contact Information: Provide contact details for users to
reach out with inquiries or feedback related to information
services. :

(Signed and Dated by the Head of the Information Service Unit)

User Education Service: It is imperative that libraries educate
their patrons on how to use the facilities so that they can make the
most of the resources that are made accessible to them; to teach
people how to utilise the library, a variety of techniques are used,
including classroom education, library instruction, tours, and
orientation. (Akai, 2014). A user education service policy follows
suit, setting forth the rules and principles for offering training
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programmes, courses, and materials to aid users in acquiring
information literacy and research abilities. The objective is to
enable users to access, assess, and use information resources in an
effective and critical manner. An example of a user education
service policy template is shown below:

il.

iii.

iv.

Purpose: The user education service aims to promote
information literacy and research skills among users,
enabling them to access, evaluate, and utilise information
effectively. This policy serves as a framework for planning,
developing, and delivering user education programmes and
resources.

Scope: This policy covers all aspects of user education,
including information literacy workshops, research skills
training, orientation programmes, and the creation of
educational materials.

User Education Objectives: a.) To foster information
literacy by teaching users how to identify information
needs, access relevant resources, and evaluate information
critically. b.) To support users in developing effective
research strategies for academic, professional, and personal
purposes. c.) To promote awareness of the library's
resources, services, and facilities. d.) To encourage lifelong
learning and self-directed learning among library users.
Target Audience: a.) The user education programmes will
be tailored to meet the needs of various user groups,
including students, faculty, researchers, staff, and the
general public. b.) Different educational offerings may be
designed for specific academic levels or areas of study.
Programme Development: a.) The library will collaborate
with academic departments and other stakeholders to
identify the information literacy needs of users. b.) User
education programmes and workshops will align with the
curriculum and academic goals of the institution, where
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V.

Vil.

viil.

ix.

X1.

applicable. c.) Feedback from users Will be 564 to enhance
existing programmes and develop neW Oﬁeﬁngs.

Delivery of User Education: a.) Inforation literacy
sessions will be conducted both inPerson 4p4 virtually to
accommodate different learning preferenceg and situations.
b.) Workshops and training sessiors Will pe scheduled at
various times to accommodate the availahyjjiry of different
user groups. c.) The library Wwebsite zpd learning
management system will host onlin¢ tutorig|g and resources
for self-paced leamning.

Collaboration and Outreach: %) The |jprary will
collaborate with faculty and irStructarg (o integrate
information literacy instruction into the cyrriculum. b.)
Outreach efforts will be made to promote yser education
services, reaching out to user groups that may penefit from
the programmes.

Assessment and Evaluation: a.) The effetjyeness of user
education programmes will be regularly gqqessed through
surveys, feedback forms, and other evaluagjon methods. b.)
Assessment results will inform in)provemems to
programme content, delivery, and 1€S0UrCe deyelopment.
Training and Professional Developmeny. | jbrary staff
involved in delivering user education services will receive
continuous training and professional geyelopment 1o
enhance their instructional skills and gpowledge of
information resources.

Policy Review: This policy will be Teviewed periodically to
ensure its alignment with changing Use; peeds and the
library's goals.

Contact Information: Provide contact deajls for users to
inquire about user education programmes 4,4 resources.

(Signed and Dated by the Head of the User Educggjon Unit)
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Abstracting Services: These services are crucial to the eﬁ'lcignt
conduct of research and the dissemination of intellectual material.
They offer summaries, or abstracts, of scholarlx articles, rgsegrch
papers, conference proceedings, and other perpnent pubhcatnons
that are succinct and useful. The main attributes include the
following: . .

A) Condensing Complex Content: Abstract!ng services reduce
long, complex scholarly works into bnef summaries that
convey essential ideas, significant discoveries, and pemm':nt
arguments. Before reading the complete text, these summaries
give researchers a short overview of the topic, helping them to
judge the work's relevance and significance. Ab.stracts assist
scholars find materials that fit with their study interests thus

saving them time.

B) Improving Research Efficiency: A centralised platform
provided by library abstracting services allows researcher:s to
get access to many abstracts from many areas. These services
streamline the research process, enabling users to read a wnfier
range of literature in less time, by offering a.curated selection
of summarised articles. Researchers can swiftly read a lafge
number of abstracts to find pertinent papers and decide which
ones to further investigate.

C) Finding Supporting Information: Abstracting services aid. in
the retrieval of information by offering keyword-rich
summaries that encapsulate the main ideas and themes of
academic works. To identify relevant publications linked to
their research topics, researchers might conduct sgarches of
abstract databases using certain keywords or subject terms.
Abstracts are useful starting points for reading the literature
because they direct readers to important sources that could
otherwise be overlooked.
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D) Multidisciplinary Coverage: Abstracting services provided by

libraries frequently cover a broad spectrum of academic topics,
enabling scholars to access abstracts from a variety of fields on
a single platform. This multidisciplinary approach encourages
idea sharing and makes it easier to explore topics outside of
one's primary field of expertise.

E) Information Update: Abstracting services regularly update their

databases with the most recent academic articles, guaranteeing
that scholars have access to the most recent findings in their
fields. These services update and notify users in real-time of
new breakthroughs, emerging trends, and significant
discoveries, keeping academics up to date. This makes it
possible for academics to participate in current intellectual
discussions and stay on the cutting edge of their fields. The
policies and methods for producing, controlling, and granting
access to published abstracts are outlined in a policy. It ensures
that the abstracting service conforms to ethical and regulatory
requirements, meets user requests, and maintains high-quality
abstractions.

An illustration of the policy is stated:

1. Purpose: This service aims to provide concise and accurate
abstracts of scholarly materials to support researchers,
academics, and information seekers in their quest for
relevant and reliable information. This policy establishes
the framework for the creation, management, and
accessibility of abstracts.

il.  Scope: This policy applies to all aspects of the abstracting
service, including abstract creation, quality control,
indexing, and access.

iii.  Abstracting Service Objectives: a.) To create informative

and concise abstracts that accurately summarise the key
points and findings of scholarly materials. b.) To facilitate
efficient information discovery by providing users with
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v.

V.

Vil.

Viii.

iX.

searchable abstracts of diverse subject areas. c.) To support
researchers and scholars in staying abreast of the latest
developments in their fields of interest. d.) To comply with
copyright and intellectual property laws while providing
access to abstracts.

Abstract Selection and Creation: a.) Abstracts will be
created for scholarly articles, research papers, conference
papers, and other relevant materials. b.) Abstracts will be
written clearly and neutrally, avoiding subjective opinions
or interpretations. c.) Selection criteria for materials to be
abstracted will be based on their relevance, quality, and
scholarly merit.

Quality Control: a.) Abstracts will be subjected to a
rigorous review process to ensure accuracy and
compliance with established standards. b.) Trained subject
matter experts and language editors will be involved in the
quality control process.

Indexing and Classification: a.) Abstracts will be indexed
and categorised based on appropriate  subject
classifications and keywords to facilitate search and
retrieval. b.) The indexing scheme will be regularly
updated to align with emerging research trends and user
needs.

Accessibility: a.) Abstracts will be accessible through the
website. b.) The library's abstracting service will explore
partnerships with sister organisations, academic
institutions, and databases to enhance accessibility.
Copyright and Intellectual Property: a.) Copyright
considerations will be strictly followed when reproducing
abstracts from copyrighted materials. b.) Proper attribution
will be given to the original authors and publications per
copyright guidelines.

Data Privacy and Security: a.) The Library will handle
user data and information in compliance with data
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X1.

Xil.

protection and privacy regulations. b.) Users' personal
information will be safeguarded, and consent will be
sought for data processing, where applicable.

User Feedback and Engagement: a.) Feedback from users
regarding the quality and usefulness of abstracts will be
actively sought and considered for improvements. b.)
Users will be encouraged to contribute suggestions for
abstracts of emerging research.

Policy Review: This policy will be reviewed periodically
to ensure its continued alignment with user needs and
industry best practices.

Contact Information: To provide contact details for users
to inquire about the abstracting service and to offer
feedback.

(Signed and dated by the Head of the Unit)

Indexing Service: With the amount of published materials growing
and the demand for quick access to information rising, indexing
services have become a critical factor for libraries. A meticulously
organised tool that makes it easier to access information from
numerous materials is an index, whether it takes the form of a book
index, periodical index, or citation index. The following are
important elements of library indexing services:

A) Improved Information Retrieval: Through the provision of
structured access to the contents of books, collections, journals,
newspapers, and other sources, indexing services are intended
to improve information retrieval. Users of these services can
find specific information within the indexed materials quickly
courtesy of the precisely constructed indexes with entries
grouped in alphabetical or predetermined orders.

B) Facilitating Thorough Research: Indexing services are essential
in assisting efforts to undertake thorough research. These
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services can be used by researchers to investigate a wide variety
of sources, find pertinent content, and access important data
regarding their research topics.

C) Effective Cross-References: Indexes frequently contain cross-
references, which act as helpful connections between authors,
concepts, or themes. These cross-references allow visitors to
look beyond the original search phrases, uncover related
concepts, and explore content they might have otherwise
neglected.

D) Tailored Indexing for Diverse Needs: Whether it's a thorough
index for a whole book, a subject-specific index for periodicals,
or a citation index for scholarly articles, these services use
specialised techniques and indexing methods to suit the
particular characteristics of each type of material. Indexing
services cater to a wide range of user requirements and are
adaptable to different types of materials.

E) Aiding Information Organisation: Indexing services help with
overall library information organisation. These services increase
resource accessibility and discoverability by building detailed,
structured indexes. Indexes can be included in a library's
cataloguing system, giving users various entry points and
enhancing the search process. Using indexing services can help
librarians manage and maintain bibliographic details ensuring
that items are accurately indexed and are simple for users to
access while managing and maintaining their collections.

To make information resources more accessible and discoverable,
an indexing service policy describes the rules and organising
principles and by matching indexing techniques with user needs
and information organisation standards, the policy would be
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directly promoting consistency and quality. A sample of an
indexing policy statement is provided below:

1

ii.

ii.

v.

Vi.

Vil.

Purpose: The Indexing Service aims to enhance the
discoverability and accessibility of information resources
for users. This policy establishes the guidelines for indexing
content in a consistent and user-friendly manner.

Scope: This policy applies to all aspects of the indexing
service, including the selection of materials for indexing,
indexing methods, and the development of indexing
vocabularies.

Indexing Service Objectives: a.) To create accurate and
comprehensive indexes that facilitate efficient information
retrieval. b.) To provide consistent and standardised
indexing practices to ensure ease of use for users. ¢.) To
support users in accessing relevant information resources
across diverse subject areas. d.) To adhere to established
information organisation standards and best practices.
Indexing Content Selection: a.) Materials eligible for
indexing will include scholarly articles, research papers,
conference proceedings, and other authoritative sources. b.)
The selection of materials for indexing will be based on
their relevance, scholarly merit, and potential user interest.
Indexing Methodology: a.) Indexing will be performed
using appropriate subject headings, keywords, and
controlled vocabulary to ensure consistency and accuracy.
b.) Trained indexers will be engaged to maintain high
indexing standards and domain-specific expertise.
Indexing Vocabularies: a.) The development and
maintenance of indexing vocabularies will be based on
recognised standards and industry best practices. b.)
Feedback from users and subject experts will be considered
in refining indexing vocabularies.

Timeliness: a.) Indexing of new materials will be prioritised
to provide users with access to the latest information. b.)
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Regular updates and maintenance of existing indexes will
be carried out to reflect changes and additions to the
content.

viii.  Accessibility: a.) Indexed materials will be made accessible
through the website or other available platforms. b.) Efforts
will be made to ensure a user-friendly search interface and
navigation tools for effective retrieval.

ix. Copyright and Intellectual Property: a.) Copyright
considerations will be followed when indexing copyrighted
materials. b.) Proper attribution and citation will be given
to the original authors and sources per copyright guidelines.

x.  User Feedback and Engagement: a.) Feedback from users
regarding the usability and effectiveness of indexing will be
actively sought and considered for improvements. b.) Users
will be encouraged to contribute suggestions for new
indexing vocabularies and subject areas.

xi.  Data Privacy and Security: a.) the unit will handle user data
and information in compliance with data protection and
privacy regulations. b.) Users' personal information will be
safeguarded, and consent will be sought for data
processing, where applicable.

xii.  Policy Review: This policy will be reviewed periodically to
ensure its continued alignment with user needs and best
practices.

xiii.  Contact Information: Contact details will be provided for
users to inquire about the indexing service and to offer
feedback.

(Signed and Dated by the Head of the Indexing Unit)

Current Awareness Service: This is an invaluable service which
keeps users up to date on the most recent news in their areas of
interest. They can use it to regularly receive updates, notifications,
and alerts about newly released books, breaking news, conference
proceedings, news stories, and other pertinent items, such as details
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on new arrivals. In order to give users timely and customised
information, CAS makes use of a variety of tools and technology.
These resources could include social media networks, RSS feeds,
customised newsletters, and email alerts. Users can customise the
frequency of updates based on their requirements, describe their
preferences, and choose particular themes or keywords. By
ensuring that users receive individualised and focused information,
CAS helps users avoid wasting time and energy looking for the
most recent resources. The advantages are numerous such as the
fact that researchers can uncover fresh research possibilities,
potential collaborators, and pertinent resources for their studies by
staying current with the most recent scholarly articles in their field
and this can be attributed to CAS.

A current awareness service policy lays out the rules and processes
for providing users with timely and pertinent information updates
on recent events, publications, and other topics of interest. Users
are kept up to date on the most recent information in their areas of
interest and this is attributable to the policy. Here is an example of
this policy:

i.  Purpose: The Current Awareness Service aims to keep
users informed about the latest developments, research,
events, and other relevant information in their areas of
interest. This policy establishes the framework for
delivering timely and personalised updates to users.

ii. Scope: This policy covers all aspects of the service,
including content selection, delivery methods, user
preferences, and data privacy.

iti.  Current Awareness Service Objectives: a.) To provide users
with personalised information updates based on their
specified topics of interest. b.) To keep users informed
about recent publications, research findings, conferences,
and events relevant to their fields. c.) To support the
academic and research needs of users by delivering timely
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