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GENERAL INSTRUCTIONS AND SUGGESTIONS 
No two situations are identical so a step-by-step handbook on handling all of the contingencies that might 
be encountered cannot be offered.  The policies and procedures adopted by the library provide a broad, 
general direction that is intended to ensure fairness and to provide staff with the ability to act with 
confidence. 
Enforcement of the policies in this document can be successful only to the extent that several general 
principles are observed: 

EVERYONE IS RESPONSIBLE     
Keeping the library a peaceful and secure place is the responsibility of every staff member.  All staff 
members should be familiar with the “Code of Conduct for the Mukwonago Community Library” (Appendix 
A) and are expected to play their part in keeping the library as pleasant an environment for the public as 
possible. 



KNOW WHO IS IN CHARGE 
Know who is in charge and available in the building on any given day. When the library director is available 
s/he is in charge, if s/he is not available the most senior reference librarian or circulation supervisor is in 
charge. 

BE CONSISTENT IN ENFORCING     
Be consistent in enforcement.  For example, if you enforce a rule with a group of teenagers, enforce the rule 
for a group of adults. 

TAKE TIME TO EVALUATE 
Take the time to evaluate the situation before you react.  Assess the seriousness of the situation then take 
prompt action.  Ignoring a problem hoping that it will go away will not make it go away.  On the contrary, it 
may escalate.  In addition, ignoring or failing to take timely and appropriate action on a known or existing 
problem can result in the library being held liable for any damages that might result. 

MAINTAIN A CALM, NONJUDGMENT MANNER 
Conduct yourself in a manner that is designed to reduce rather than increase tension.  Maintain a calm, 
nonjudgmental manner.  Remember that the problem behavior is not (usually) directed at you personally.  
Remain courteous; politeness defuses many arguments.  Stay calm will often help defuse an unpleasant 
situation and will allow you to exercise better judgment. 

USE CLEAR, FIRM LANGUAGE 
Explain your position in clear, firm language.  It is important that the problem causers see you taking charge.  
Don’t be hesitant or appear unsure of yourself.  Avoid a loud tone of voice or phrases that might be 
considered condescending.  Do not lose your temper or let yourself get drawn into an argument.  Simply 
repeat your position firmly, if necessary.  Stay focused on the single matter at issue; do not let yourself be 
sidetracked.  If you feel yourself becoming increasingly angry, or if you are having problems getting through 
to the patron, ask another staff member for help (and to take some of the heat off you). 

PRESENT ALTERNATIVES 
Present suitable alternatives, if possible. 

EXPLAIN LIMITS AND CONSEQUENCES 
Explain limits and consequences.  Let the problem patron know clearly what will happen if the behavior 
persists.  Example:  “If we get another complaint about your behavior, you’ll be told to leave the library”.                                                                                                                             

SUPPORT YOUR CO-WORKERS 
Be supportive of your co-workers. Develop teamwork. No one should feel alone on the front lines. When 
any staff member becomes involved in a difficult situation, others in the vicinity should stop what they are 
doing and lend support even if it is in a non-verbal way.  Support and teamwork are especially important if 
you have any suspicion that the person may become violent.  In fact, it is always advisable to approach any 
patron about whom you feel uncomfortable, or anyone about whom you receive a complaint who may be 
in an isolated part of the building, in tandem with another staff member.  Handling certain types of 
problems in pairs will frequently defuse a situation that can escalate in a one-on-one situation.  Working in 
pairs also provides two witnesses to an action so that a potential “Who are we going to believe—him or 
me?” situation does not arise. 

POSITION ANY CONFRONTATION 
Try to position any confrontation in a place that allows the offender a route to withdraw and leave, and the 
staff member space to withdraw in the face of serious threat or violence. 

HANDS OFF 
Never touch a problem patron (unless it is very clearly to defend yourself).  For example, do not take a 
patron’s arm to escort him/her from the library. 



CALL OUTSIDE HELP 
Call outside help if necessary.  If you have warned a problem patron with no result, call the Library Director 
or Librarian-in-Charge, and relate the situation to him or her. Generally, this staff member will be the one to 
call the police or other agency when necessary.  However, in the case of an obvious emergency, no staff 
member should hesitate to call the police.  Safety is always of more concern than protocol. 

PAGE MR. CUTTER  
If there is a possibility of physical danger, use the Public Address system to issue the library’s “Code Blue” 
code:  “PAGING MR. CUTTER”.  Ask Mr. Cutter to come to the workstation.  All available Department Heads 
and staff should respond to this call immediately. 

COMPLETE AN INCIDENT REPORT 
Fill out an Accident/Incident Report.  Whenever you have a problem, fill out a report form and give it to the 
Library Director.  Incident Report Forms will be duplicated and routed to all library departments so that staff 
may become familiar with the incident and be aware of the individual or how the incident evolved/was 
solved. 

PROBLEM AND DISRUPTIVE BEHAVIOR 
Disruptive conduct is any behavior that disrupts the normal functioning of the library. Disruptive behavior, 
although not categorized as dangerous, materially disrupts the use of library facilities, collections, or 
services, or the ability of staff to perform its duties.  This behavior detracts from the quiet, pleasant 
environment that the library seeks to maintain. 
Disruptive behavior includes, but is not limited to, loud talking and laughing, fighting, throwing objects, and 
boisterous behavior.  All conduct that materially disrupts the use of the library facilities, collections, or 
services or is defined as acceptable in this library’s environment, is prohibited. 

BOISTEROUS BEHAVIOR 
This would include loud talking and laughing, running in and out, wandering from group to group making 
noise, horseplay, and annoying other patrons.  Since it is difficult to maintain a consistent noise or quiet 
level, and sensitivity to noise varies from one person or group to another, the focus will be on whether one 
person or group is heard above the general noise level in the library at a particular time.  People conversing 
in louder tones than the general noise level should be requested to lower their voices. 
RESPONSE:  ONE WARNING AND OUT. 

CELL PHONES 
Patrons are asked to turn off their cell phone or set to vibrate while using the library.  If a patron must 
accept a call, ask them to take the call in the outer lobby of the library or outside of the building.  Use of a 
cell phone while using a computer should be addressed with a reference librarian prior to taking or making 
a call. 
RESPONSE:  ONE WARNING AND OUT. 

EATING AND DRINKING 
Food is not allowed in the library, except when provided for library sponsored programs or by special 
arrangement. Drinks are allowed in covered containers. If a patron violates this rule, it may be that he or 
she is unaware of it.  Remind them of the policy, and if they do not comply, ask them to leave. 
RESPONSE:  INFORM PATRON OF THE ABOVE POLICY AND ASK IF THEY’D LIKE TO DISCARD THE FOOD IN A 
WASTE CONTAINER OR FINISH IT OUTSIDE. REMIND PATRONS THAT DRINKS MUST BE IN A COVERED 
CONTAINER. 

FEET ON TABLES AND CHAIRS 
Placing feet, whether bare or shod, on tables and chairs is prohibited.  A staff member should remind the 
patron of the rule. 



RESPONSE:  ONE WARNING AND OUT. 

FIGHTING 
Whether real or pretend. 
RESPONE:  NO WARNING – OUT. 

LENGTHY CONVERSATIONS 
Patrons may try to engage staff in lengthy conversations, due to a variety of circumstances.  We must be 
patient and understanding with these patrons while at the same time not allowing them to monopolize 
large amounts of our time. 
Politely and firmly discourage long, irrelevant conversations.  If a patron persists, remind him or her politely 
that you have to return to work or help another patron. 

LOITERING 
Loitering is defined as remaining or wandering in a public place without any apparent legitimate reason.  
Anyone who mills about or sits doing nothing for 10 or 15 minutes could be considered loitering. 
RESPONSE:  ONE WARNING AND OUT. 

MOVING FURNITURE 
Chairs, tables, and other furniture are not to be moved with the permission of a staff member 
RESPONSE:  ONE WARNING AND OUT. 

NO SHOES OR SHIRT 
Patrons are not permitted in the building without shoes or shirt.  Remind the patron of the rule.  Of course, 
if they don’t have shoes or shirt with them to put on, they will have to leave at once. 
RESPONSE:  ONE WARNING AND OUT. 

PARKING OF BICYCLES, ETC. IN VESTIBULE OR IN FRONT OF ENTRANCE DOORS 
The library entrance doors must be kept clear to provide for safe access to and exit from the library 
building.  Parking bicycles, etc. either in the vestibule or in front of the entrance doors is prohibited by 
Municipal Code for the Village of Mukwonago, Sec. 82-265.  A bicycle parking rack is provided for patrons 
for their use while using the library. 
RESPONSE:  TELL PATRON TO PARK BICYCLE IN RACK. 

PETS 
Animals of any kind are not allowed in the library.  The one exception is a service animal.  Anyone entering 
the library with a pet should be asked to leave. 
RESPONSE:  NO WARNING – OUT. 

ROLLER BLADES, SKATES ON LIBRARY PROPERTY  
Roller blading, skateboarding, or skating on library property (sidewalks, handicapped ramps, immediate 
parking lot) is a violation of the Municipal Code for the Village of Mukwonago Sec. 82-271, and is a 
significant hazard to both the public using the library and the roller bladers/skaters themselves.   
Individuals entering the building wearing roller blades or skates are to be informed that they must leave and 
return with appropriate footwear.  They may not remove the roller blades and use the library barefooted or 
wearing just socks. 
RESPONSE:  ONE WARNING AND THEN CONTACT POLICE 

RUNNING AND PLAYING 
This is not only distracting to other patrons, but it can be hazardous since accidents are more likely to occur.  
The degree to which this can be tolerated will depend on the age of the patron.  Small children may need to 
be guided into more appropriate uses of the library.  If their behavior is creating a problem, parents should 
be told.  Older children who seem to view the library as a playground should be reminded that running and 
playing are not allowed. 
RESONSE:  ONE WARNING AND OUT 



SMOKING, VAPING AND CHEWING TABACCO 
Smoking and vaping (electronic cigarettes) are prohibited in the library by state law (Wisconsin State 
Statues – 101.123, 2).  If you see someone smoking or using electronic cigarettes, ask them to stop 
immediately or leave the library. The use of chewing tobacco in the library is prohibited.  If someone is 
obviously chewing tobacco (spitting, etc.), ask them to stop or leave the library.  
RESPONSE:  ONE WARNING AND OUT. 

SOLICITATION 
This includes selling anything, such as raffle tickets or candy, for personal gain or for a charitable cause, and 
begging, surveying by non-library groups, panhandling, or circulating petitions.   
RESPONSE:  ONE WARNING AND OUT. 
DISTRIBUTION OF EDUCATIONAL MATERIALS FREE OF CHARGE IS PERMISSIBLE AS LONG AS DISTRIBUTION 
DOES NOT MATERIALLY DISRUPT PATRON OR STAFF USE OF THE LIBRARY FACILITIES, SERVICE, OR 
MATERIALS. 

THROWING OBJECTS 
This would include wadded up paper, paper airplanes, and other small objects. 
RESPONSE:  ONE WARNING AND OUT. 

USING OBSCENE LANGUAGE  
This is a harder one to call because “obscene” is defined as anything “grossly repugnant to the generally-
accepted notions of what is appropriate.”  A word may be obscene to one staff member and not another.  
For purposes of our policy, obscenity may be defined language or gestures which convey a sexually explicit 
message or describe intimate bodily functions in a coarse or crude manner. 
RESPONSE:  ONE WARNING AND OUT. 
No staff member should be subjected to verbal abuse, whether obscenity is involved or not.  Interrupt the 
patron and say, “Your language and behavior are inappropriate.  You must either stop or come back when 
you are calmer”. If the patron persists, notify the reference librarian in charge who will ask the patron to 
leave. 

UNATTENDED ADULTS IN CHILDREN’S/TEEN AREAS 
Adults may not be in the Children’s or teen areas unless they are with a child or a teen or are retrieving 
materials for a child or teen. These areas are meant for the use and enjoyment of children and their parents 
and the presence of solo adults is often uncomfortable and disruptive. 
RESPONSE:  ONE WARNING AND OUT. 

ILLEGAL BEHAVIOR 
Some behavior is not merely disruptive—it is against the law, and should be handled in a different manner 
than the merely disruptive.  If you witness any illegal behavior, report it immediately to the Director or 
Librarian-in-Charge.  This staff member will generally notify the police.  In the case of an obvious emergency 
or where the time of response is a critical factor, any staff member may call the police. 
Be sure to complete an incident report whenever illegal behavior is encountered. Examples of illegal 
behavior and the pertinent statue include: 

BATTERY (ASSUALT) 
Wisconsin State Statutes – 940.19 Whoever causes bodily harm to another by an act done with intent to 
cause bodily harm to that person or another without the consent of the person so harmed… 

CONTROLLED SUBSTANCES 
Wisconsin State Statutes – Ch.161 The sale or distribution of any controlled substance, as defined by the 
Uniform Controlled Substance Act (cited above), anywhere on Library Property is illegal. 



CRIMINAL DAMAGE TO PROPERTY 
Wisconsin State Statues – 943.01 Whoever intentionally causes damage to any physical property of another 
without that person’s consent….(This includes the property of the Mukwonago Community Library.) 

DISORDERLY CONDUCT (DRUNK AND /OR) 
Wisconsin State Statues - 947.01 Whoever in a public or private place, engages in violent, abusive, indecent, 
profane, boisterous, unreasonably loud or otherwise disorderly conduct under circumstances in which the 
conduct tends to cause or provoke a disturbance…DRUNKENNESS IN AND OF ITSELF IS NOT A VIOLATION OF 
THE LAW.  IT IS A VIOLATION ONLY IF THE DRUNKEN PERSON IS DISORDERLY. 

HARASSMENT 
Wisconsin State Statutes – 947.013 Whoever with intent to harass or intimidate another person does any of 
the following: 

a) Strikes, shoves, kicks or otherwise subjects the person to physical contact or attempts or threatens 
to do the same. 

b) Engages in a course of conduct or repeatedly commits acts which harass or intimidate the person 
and which serve no legitimate purpose. 
 

THEFT 
Wisconsin State Statutes – 943.20 Whoever intentionally takes and carries away, uses, conceals, or retains 
possession of moveable property of another without consent and with intent to deprive the owner 
permanently of possession of such property. 
IN THE EVENT OF THEFT OF PROPERTY FROM A PATRON, WHEN THE PATRON REPORTS THE THEFT, THE 
STAFF MEMBER SHOULD ALWAYS ASK THE PATRON IF THEY WISH TO FILE A REPORT WITH THE POLICE AND 
OFFER THE USE OF A LIBRARY PHONE TO FILE THE REPORT.  INFORM THE PATRON THAT THE LIBRARY 
CANNOT FILE THE REPORT FOR THEM. 

ADDITIONAL TOPICS ACTIVITIES BEYOND LIBRARY JURISDICTION 
The public will occasionally report possible dangerous or illegal activities occurring in the parking lot, the 
playing field, or the surrounding neighborhood.  These areas are technically beyond the Library’s jurisdiction 
and there is very little that the Library can do, but the public is frequently unaware of this.  It is somewhat 
of a judgment call in handling problems of this nature but the following guideline should be applied. 

IF CRIMINAL ACTIVITY IS OCCURING 
Regardless of where the incident is taking place, if an obviously illegal act is occurring, whether it involves 
physical harm to an individual or damage to property, notify the Police immediately, ask the patron 
reporting the incident to remain at the Library until the Police arrive so that the patron can inform the 
Police first-hand of what occurred. 

IF A PERSON IS SICK OR INJURED 
Regardless of where an incident is taking place, if someone is sick or injured, notify the Fire Department 
immediately.  Ask the patron reporting the incident to remain at the Library until the Fire Department 
arrives so that the patron can inform the Firefighters or Paramedics fir-hand of what occurred. 

IF THE PROBLEM IS A NON-EMERGENCY 
If a library user notifies you of a non-emergency problem, i.e. complaint of trash in the area, children being 
reckless on the baseball field, etc. which is occurring in an area beyond the Library’s jurisdiction, offer the 
patron the use of a telephone for them to use in notifying the appropriate agency.  You might have to 
diplomatically explain to the patron (and they may be less than understanding) that the area of their 
concern is not in the library’s jurisdiction and that another agency will have to handle the problem.  But, if 



at all possible, have the patron talk to the agency directly in non-emergency matters in order to cut out the 
“middle man.”  

APPENDIX A – CODE OF CONDUCT 
To provide a quiet, pleasant and safe environment conducive to study as well as casual use, the Board of 
Trustees of the Mukwonago Community Library has adopted policies regarding patron conduct, copies of 
which are available for review. 
All conduct that materially disrupts the use of the library facilities, collections, or services, or is defined as 
unacceptable in this library’s environment is prohibited.  Patrons are urged to report disruptive behavior 
immediately to staff so appropriate 
steps can be taken. 
Examples of disruptive or unacceptable behaviors include, but are not limited to: 

1. Engaging in loud conversation or rowdy behavior. 
 

2. Fighting or abusing library patrons or staff. 
 

3. Consuming food or beverages. 
 

4. Smoking, vaping or chewing tobacco in the library. 
 

5. Loitering at entrances, in lobbies, walkways, restrooms, the parking lot, or other non-study areas.  
For the purposes of this policy, loitering is defined as staying in such an area for more than 15 
minutes. 
 

6. Prolonged or chronic sleeping. 
 

7. Using offensive, threatening, harassing, or abusive language or gestures. 
 

8. Following staff or patrons around the building or staring at staff or patrons such that performance 
of their duties or use of library services is materially disruptive. 
 

9. Damaging, defacing, or misusing library materials, equipment, or facilities. 
 

10. Relocating library furniture or equipment without the permission of library staff. 
 

11. Petitioning in areas other than outside the building, impeding ingress to or egress from the library 
by patrons.   

Posting notices without consent of staff 
12. Possessing or using alcohol or controlled substances on library premises. 
13. Violating any other library policy. 

 

APPENDIX B – EMERGENCY AND REFERAL PHONE NUMBERS 
Remember, if dialing from a library phone, you must dial 9 before calling out.  Therefore, if you have to call 
911, you would really dial 9 911. 
EMERGENCY 
MUKWONAGO POLICE DEPARTMENT (EMERGENCY)……………911 
MUKWONAGO FIRE DEPARTMENT (EMERGENCY)……………….911 
AMBULANCE AND RESCUE……………………………………………911 



NON-EMERGENCY 
Mukwonago Police Department………………………………………363-6434 
This number should be used in all contacts with the police, except in cases where a time-critical response is 
required or where any person’s safety is in question. 

  



MUKWONAGO COMMUNITY LIBRARY INCIDENT/ACCIDENT REPORT 
FORM 
(To be completed immediately after event and returned to supervisor) 
 
Date and time of ___________________________________________________ 
 
Description of incident (if more space is required, use other side of sheet): 
______________________________________________________________________________ 
______________________________________________________________________________ 
______________________________________________________________________________ 
______________________________________________________________________________ 
What action you took:  
_______________________________________________________________________ 
______________________________________________________________________________ 
_____________________________________________________________________________ 
List the name, address, and phone number of person or persons involved in the incident: 
________________________________________________________________________________________
________________________________________________________________________________________
__________________________________________________________ 
List the name, address, and phone number of person or persons witnessing the incident: 
________________________________________________________________________________________
________________________________________________________________________________________
__________________________________________________________ 
Date report prepared: 
________________________________________________________________________ 
 
Signature of employee filing report:  
____________________________________________________________ 
______________________________________________________________________________ 
 
 
SUPERVISORS TO COMPLETE SECTION BELOW 
What, in your opinion, caused the incident/accident? 
_______________________________________________ 
______________________________________________________________________________ 
 
What, in your opinion, can be done to prevent a re-occurrence of this type of incident/accident? 
________________________________________________________________________________________
___________________________________________________________________ 
 
Date reviewed:____________________ Supervisor signature___________________________ 


