NEOS CIRCULATION STANDARDS COMMITTEE
GUIDELINES: SPECIAL CLIENT CIRCUMSTANCES

January 10, 2006
Circumstances such as the following may occur when a client is in possession of NEOS library materials;
· Death of a client
· Medical emergencies (accidents, surgery, etc.)

· Theft of property;

· i.e. stolen vehicle or break and enter in home with materials inside
· theft of material in a bag or backpack from client)

· Fire (home/vehicle)

· Water/weather damage (forces of nature, property problems (i.e. plumbing, frozen pipes, etc.)

The following guidelines may be used when such circumstances occur;

· At the library where the client is a primary borrower, library staff will discharge their own library’s items from the patron record, change the status of item(s) to missing or lost, and may cancel or forgive fines and bills associated with replacement charges. As well, any holds (requests) may be removed from the client’s account. 
· The Library staff where the client is primary borrower may contact other NEOS libraries that own material that the client has charged out so that items on the account may be discharged by the owning library and item(s) status may be changed to missing or lost.  Direct contact between the client and other NEOS libraries may also be necessary. Libraries require that the client provide documentation of claims (i.e. police report, doctor’s note, etc.) as needed.  Fines and bills may then also be cancelled or forgiven. 
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