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I wrote my scripts for a medium-sized public library, with a few goals in mind.  Those 
goals were: allowing the patron to feel that their complaint was taken seriously; 
educating the patron on the selection process, library neutrality, and intellectual 
freedom; and educating the patron on the complaint/review process. 
 
Informal complaint: 
 
Patron:  Can you believe the covers on these romance novels these days?  People are 
barred from the library for viewing pornography on the computers, but all you have to 
do is look up, and it's right there on the shelves! 
 
Clerk:  They don't leave much to the imagination, do they?  Would you like to make a 
formal complaint? 
 
Patron:  Oh, no.  It's not like you're going to get rid of the whole romance section! 
 
Clerk:  Here's a copy of our selection policy.  It explains how and why we choose the 
titles we do. 
 
Patron:  Thank you.  I'll take a look at that. 
 
Clerk:  If you'd like, I can get a librarian to come speak with you about your concerns. 
 
Patron:  Thank you, no.  I don't want to interrupt her work. 
 
Clerk:  Would you be willing to fill out this survey about what items you think we 
should add to the collection? 
 
Patron:  Sure, I could do that. 
 
Clerk:  And if you change your mind, we do have a formal complaint process which 
would bring your concerns before the library board. 
 
Patron:  I'll keep that in mind.  Thank you for your help. 
 
Clerk:  No problem.  Have a nice day! 
 
 
 



Formal Complaint: 
 
Patron:  What is this book doing in a public library?  My tax dollars should not be 
supporting this filth! 
 
Clerk:  I'm sorry you feel that way, sir.  Would you like to make a formal complaint? 
 
Patron:  Yes, in fact, I would.  What do I need to do? 
 
Clerk:  Please fill out this form, while I go get my supervisor.  Once you've done that, 
and she has spoken with you about your concerns, the board will review the book's 
place in our collection.  You should have a response with their decision in a few weeks.  
Here's a copy of our selection policy that explains how and why certain books are 
added to the collection and why others are not.  Excuse me while I get my supervisor. 
 
Patron:  Thank you. 
 


