eale Pafgns

10EXS U0 SS[2IME pUIL 01 NP
AJdA puncy sem 1ng ainieal|
[eudnol 0} suoiIe1ID JO 351) B

"3UIU0 19w suam oym 9idoad yum ssuoyd 3jigow eia saBessawl

1x21 BuiBueyox® usym $IIIUSPL/SaWEWDIU/SBWEU B]dIYNW 4O 85N DU 104 SUOSEB,

3UIJUO 19W UB3q DARY OYM

suossad Yum s|lews SLBueydxd usym pasn si (SWEBLWDIU/SEI[R) BWEeU 3U0 UBY) 310w AYm ,
$31ISQOM JBIDOS UO

sjuswasiiaape 3ue|d uaym pasn Suiaq (saweuddu/sasel|R) SDWeU 9|dI13nW J0) SUDSeal
syutod sa4yy

2533 Ajjeoyaads ‘Alndas pue Aleles JagAd [0 21003 BUL UO |ELIBIRW AJE[OUIS PUBS 25834

© pT0Z/60/08

Ateagy) opgnd
e 1e p|ay yoog jo Adoa 03 uoipaag

soyoad wNg Jolew pue wNG [0y 219]dwiod 01 pasoddo

se - sa[joid NG jelHed pue saqyold yNg Jouiw ‘$9140ld YN POXIW 2JaM 3433 3JBUM 7
"Ignop 01Ul 1591 31 a3 Jo Alljigelsl ay}

SMOJY] YoIym SUIHSORISILL PUB UCIBUILLIEIUOD "8'3 Apeq pajpuey sem Sui3sal YN aJaym -
‘ :Aljeo0ads suonegisaaul [BUILILID UL S1Nsal YNQ JO AYjig] e

sT0Z/10/8

pepinoad sssed 2357 Jo soido)

"3WW001N0 BUPDUIIUSS Y] PUB SIUBISP SY) PUB UORNIDSOId DY) WO SHIBWI
‘s95E2 B3] 40 Bunieu ayl SulpaeSal UONRWIOLL 10} BUBOOT "SIS[PPO] 0 SR JO BSnqe
J0 )NESSE |eNXaS DPn(RU] saBIeyd ausym 45007 Po1ep ‘sa5e 1889 1o sa1dod syuem Ui

S10Z/20/ET

papiacad $3211Y Jo saidoD

‘waisAs Sunesado palep Yl usnigIseq syl 3q pinom

ZT0Z - 3007 WOU) SB21LIE 0S (X SMOPUIAN SI WalsAs Bunesado taandwios syl 910U ases|d
(sanjoo pue Alolsiy

‘ayaed al) se|) Aualloe 3] SunleBie] 5|00] JISURI0)L A PR1RISUSE UOIIBWIOLU] Ul $104JF €
JaJofdxg 18uJalU| WOy SPA03L 0| pa13|3p 19BJ1XS 01 PASh S[O01 DISURJOL Ul S3UBIPYRT ‘7

"1 o1u] padAl saydueas plodal 01 1eq|o0] Yaless

Jaio[dx3 15uia3u] au) A pasn ajid JUAWISIUBYUT OB YIRS JOSOIA Ul SUCRIWIT T
01 uonie[ad ul Aplejnoied | SUCHESIISSAUL [BUILLLD Ul $3]1 AJIAIDE 1940|dX3

19UIRIUE JO SISARUR PUB UOJIBUIWEXS 21SUBJ0Y, 21d01 SY1 U0 S3|21ME |RUSNO B|del[al 33as |

STOT/E0/2

odA} asuodsay

pepuodsay

uonsany

a1eq




paplaoad
$35€0 104 SUQIIR]OUUE PUB SUCIRYD

* ,Denss| Jou sem

JUBLIEM USIS BUWILID, JO ,PBUIRICO JOU SEM JUBLIEM YLIBIS, ¢ | PI|eAU] SEM JUBLIEM UJIB3S,
9SNEISC PRpN{IXa Sem PIZIDS SIUBPIAD SISYM | BIUIPIAS [0 AlljiqIssilupeur, o J1dol syl

Uo $T0OZ pue 0107 usdamiaq |eaddy [BUILALD JO HROT pUB JNOD 3waddng ‘uUNoD 1oUIsIp
puesusany dyl Ul pJesy $ased JO SUCIIEICUUE PUB SPIOMUIIED ‘SUQIIRD paaosd asea|d

$10Z/30/8T

pPap|dIA synsaa oN

" PANSSI 10U SEM JUBLIEM SUIS BLILID,

10 ,paUIEICO JOU SEM JLRLIEM U2JESS, 10 ,PIBAUL SEM JUBLIEM UDIEDS, 2JaUm Al[eolnads
‘, BOUBPIAR JO UOISNIIXS,, JO 3NSS| DU U0 HTOT PUR 0TOT US9MIDY BIRIISNY JO 1NnoD YSIY
U1 UI pIesY $3SED JO SUOI1EIOUUE PUE SPIOMUDIED ‘SUCIIELD UM il apiacsd noA pinod

¥10Z/90/81

papaLA s3jnsal o

"J|9SH SSE3 [|f) 3yl 10U ‘8562 [18Y]] 01
Bulllay9a S9SBD U0 PUE ‘BSED YoB JO AJewuins pue 1sa8ip ‘suoiein ayz AjUo sisanbad juaip
LAl o1 usaig sem uojjeug|dxe JuUs20UUl

2J9UM [ B UMO $,9U0 Wol) pazIss (519]gel) 51)id Suidas)s [ Jed umo §,2U0 Ul pa1edo;

sBrup Aloixue [ ag2 umo 5,300 Ul Pa3e20] suRIpsw ucidussad (paisadins spiomynied

‘ uoieue(dxa uadlouuj Ue s| 213yl

2aaym Aj[eaiaads aRiysA UMD S,3U0 UL, paledo] Sulag s|pd Buidaa|s/ejuwosul/AloIxue

u| se aupipsw uonduosaad Jo anss| syl Uo JesA Aue u] ‘91e1s ueljeaisny Aue ul (018 [eaddy
$0 1N0D ‘BWs1dns) 1N [BUIWMD AUB Ul pieay S35ED INOCE UCIIBLIIOUL SIUEM UBI[D

¥102/90/%T

e3Je 123[gns 10exs uo
$3]2/1J8 pulj 031 3 N2ULIP Ada punoy
sem Ing paniacid saja1e ma)

“uorpe 1eys Apasnl oy

uoseal SewH3s 1

1O ISNIXS J|GRUOSES] "1

Jo uopeue|dxa uad0uul ||

51 @49y3 aJaym Ajjeayads | Suiddoys {s8nup) supipaw uonduosaad, 21do3 ay3 uo

AE| BSBI pUR $S81PNIS 3582 ‘S1x31 JO s431deld ‘sapainie jeurnol 1usdal Jo saidoa puas asesd

¥10Z/L0/C




papinold
S95ED J0 S1SeBIg pue 1PRIIXT

"1U323J 150W a3 puss 1sn[ asea|d sases Auew 00} JE Y} J|

P2193JUl SNIIA UR payIey ussd aney Aew/usaq sey Jondwod su3 (2

SpuaLL pue Ajlwey o3 a|qIssasse st ssindwod syl (p

asodind jussouul ue Joj youess e (2

[00c30.4d JO UOIUBARIIUOD UL S| ) Se Alledoldul paurelqo sauspias(q

1939 eppnlaad (e

1 0] PIULUY 10U Ing Bulpn|IUl SUOSESL 10} PBPNIIXS @3UBPIAA UONS [|B O5]y-

28009 se yans saujSus yoiess Suisn 18INdUOD UMO S,3UG U0 S3YIIESS ToUISIUI -
J9Indwod B WoL) SWED UOIIRWIOLU 10 JUSWINIOR 3JaYM -

Alleaioads souspiae Jo AUpqisSiLpeUl pue A|IgIssiwipe,

21do} a3 U0 $T0Z-000T POLIId 3U3 UL BLIOIIA PUE MSN ‘PUBSUSIND JO SUoRaIpsLINg
U Ul (s1e11e|A [BUIWLD) |eaddy JO 1n0D syl Ul plesy syuapadssd Jo seidoo 1sod ases|d

¥T0T/90/L1T

papwoud
s85e3 10 $15981g pue 10841X3

*Pe3I3EUl STUIA UE PIX)IBY UR3] 2ARY AW /Usaq sey Jsndwod ayl (@

SpuUsly pUB Aflwey 03 9]41553208 S Jeindwod ayyp

asodind 1U300UUl UE U0y Yaiess e(d

[020304d JO UONUIARIIUOA [S[] M SB Ajadoidw paulelqo aouaplaa (g

13343 |ewpipnfsad (e

‘01 pallW] Jou 1ng ‘Buipn|aul SUOSEaJ J0) PRPNIIXS SIUSPIAD LINS ||B 0S|V 'B|S00D

se yons sauiSua yo1eas Suisn Ja1ndwlod uMa §,2UC U0 PaIdnpuod sayniess 18ulaul 2 T

J9IndWI0D B WOJY SWED UOIIBLIONL 10 JUsWnieg 1T
:5Mm0| [0} se A[|e313193ds ‘@IUBPIAR JO AN|IQISSILUPERU] PUE ALIGISSILUPE 1O 3NSS! SY)
ue +I0Z-S66T BIRIASNY JO 1NOD YBIH Syl Ul papIosp me| 95eD Jo sajdwexs apinold asesld

¥I0Z/90/LT




- OIS Aq
play 10U 519410 - paplaoid sased g

(ro0Z) Sd Ay

{E£6T) UOSUD{IIM A Y

(0TOZ) sniojaid A Y

{E86T) @lem A Y

(£861) sdijd A Y

(£86T) AYoulDIN A Y

(paniodaiun ‘L66T 114dY 6Z ‘966T 40 9EF ON “WI) 493UID A Y
(£00Z) AelAl A Y

(686T) gAY

(PBET) UOSIBPUY A Y

(866F) UOISUBID A Y

(966T) v sled X3 sul[joD A Y
1S9SE2 14n02 2T Jo so1doa Bunisanbay

¥TOZ/F0/1T

pap|aIA synsal oN

uew ul |[oyod|e jo uonisodsip-
syadse Sumol[ol ay) ‘Ajjeainads fjoyodje jo spadse
[eBajooipaw Jo 21d0] U0 SIIIME JO $H00qIXa] JUB0 JO siajdeyd 4o sardad 1sod ase3ld

¥10Z/50/62

papinoad sapiise Jo saidod

s8uipuis Aojesoge| Jo 1lodad-

aoueInsse Ajjenb-

sisAjeue |0Yoa|e 10] SUSWIDAdS BULIN pue poo|q jo 88eJCIS PUB UCIIR([0I-

. sisAjeue |oyoaje 1o} suswipads auun pue poo|g-

syoadse Buimoj|og syt ‘Ajjeainoads fjoyoae jo s1oadse

[e3s(oo1paw Jo a1do] Uuo SajaIe 0 SHOOGINS] B394 Jo siatdeld Jo saidod 1sed aseald

¥10Z/90/62

papiacad sa|o1Le Jo serdo)

SUOIIEZIISIAU] |BUIWILID W AUoISH

19UIB3UL J2A023U 0] pasn mhm._stom 215uUa10) Aq paresouad spuodad Ul s10449 |BRUS10J (9)
:pue [AJOISIY J23UL SB UMOUY 0S|R) 1 01U

padAl ssydJeas syl plodal 01 48g|00) Yo.aess Ja1o|dxT 13UISFU} HOSOUMN Ul seusiyad (q)
SUC1EEISIAUL |BUIILLD Ul

19-4S0"9T ISUBI04 SAeY-X 7| Diemyos 2IsuSI0) AQ pajesausd s1odad Ul s10e [Bnualod (B)
:Al|BoI08dS ‘syIBI] |BUILLLID Ul UOITBUWEXS J9INdW0d J1SUBJ04 Jo 2idoy ayy

uo $TOZ-TTOZ sledd syt ug paysignd ssa1Me pijea pue 3|qeljaJ aw puas asea]d nod pinod

¥T0T/90/LT




pepatA synsau
Jayung o papiacad sse) Jo Adod

35ed B U[ 3¢ 01 5pasU (0D yoed - (1D |yl U0 | Syse)
(2827, SB U2Nns 3311 pue 3nss| Jo aiep ay3 nd ‘Buleu AW YUm 0 3yl YJew noi ues ssiny
vosudisaw o] "Qo e 01 jeusiew a3 Adod o1 ajgedydeld pue gjqissod JI NnoA a)aUl OS|E |

"€T02-L00Z PoLIad 8y} Ul puB(sUa3Ny 4o uoipslnf 343 Ul "09 ¥OH {5002} uesnD

AIOA JO 3582 3Y) Ul paljdde Jo pamo]|o) JSULD JSM 1BYL SUOISIDSP 3Y1 puUl 0S| p[NOd NoA
41°09 VOH (S002) 6T6T ¥V 64 (S00T) ‘TS ¥V TZT (S00Z) SUSND A Y404 "uosiid 3y woy
188 1,ued | UorewIoUl BuluteIgo Yum aw 1sisse ued noA Sudoy Aepol noA 03 Sunlim we |

¥T0Z/T0/9
"DOURISISSE JO SUWI] paquUasald Syl UIYlMm UBD ] S8 UOREBWICIUI YONW SB UIRYGO
0] L0483 Ue Ul 8583 Y8 JO - 1x91 || 241 01 pasoddo se - sued spiomydled pue sucIIed
{10} Ajuo sw puss Ajpury pue ‘paplis s|qnop wiid (1) Juoy} J3)ews {1} e UL syuaWNIop
me| 9582 843 Adod noA 1eyl yse [ os 1sanbau Jad a8ed T JO JWI| B S| 8J24) 18U Aeme Wwe |
suoseas Adtjod orjgnd Joj S]gISsILIpEL
SI ¢e| 2I1SUSU0) B Ul SUsWads suln 1o/pue poo|d JO SISA|BUE JO 30USPIAS JISUSI0S ()
wawdinba Ayne; ‘e8elols peq Bulsgelsiu
‘uoneunUEILO 91 AM|IQEI[RJUN PUB AY][I]1||B)L 9SNEJDT B|QISSIUPEBUL US3( DABY PINOYS
S3|dwes auun Jo/pue poo|d Jo sisAjeue pue Sulisal JO S NSS4 JO SIUSPIAD JISUU0 ()
FIUSPIAS JO UIBYD JO ALNUIIUOISID
10 35NEIBY Papn[IXe USaY SABY PINOoYS SudwPads SuLin 10/pue poo|q Jo UapIAg (p)
Alnigissiwpeun pue AJpqissiwipy {9)
2oUSpIA (g)
met UL (e)
Spaomya1ed SuImo| o)
3Y1 10 ([fe Jo pue) 3U0S 4O UDITEUIqUIOD & 1unodse oju] Sulje) pue ‘AJ01EI0qE] JISUSID)
B Ul pa1sal sustllzads auln Jo/pue poo|g Jo SISA[eUR JO S} NSl ‘03 PalUf 10U 1Ing Suipn[aul
‘B0UBPIAD JI1SUBIOY Aj|eayIdads | souapiad Jo {uaisn[axa) AN|igissiwpeul, sl 2ido1 Yaieas ayj
jeadde |euwid 1o N0 PO (£
1nos awsdns pio (2
pue 1no2 11s1p syl {1

papiacid '514N02 324Y1 959Y3 4O YIED Ul PIPIOSP SBSED JUadad J0j Bujoo| we | PIOZ/E0/ET

sa5ed |e8a} 9jqissod swos Jo saido)




papiaoad sased Jo Adod

SIUSTUOD Y1 BUIRNC
pue aweu Aw yim 1ewuo) 1pd ul gD e uo uojteulIof] aUl Ind pinod noA sy pajenaldde
34 pInom 1 A[SAITBUIDY|Y "9$ED SIY UI UOf1da0Xs UB e pUE UOI)a19SIp 8Sn NoA ajueisul
SIUY UI 1BU1 3Se pInom [ eLsMID Ajddns jewaou JnoA spagoxa paisanbal Ayguenb sy §
YTE MSN (6007) sPoauday A gnozley "L

LLT H1D 9LT (TE6T) PIRiOd A Y "9

T 410 TST (T8GT) PUBIAZDA Y 'S

§GS o WIND v ZLT {£00T) 113G40D A S91BA UINOS MaN "t

6£Z SO0 (5007} UssUIsSIYJ A Y'E

85€ 500 (8002) Aeq a ¥’

YEP DSO {6007) UOSWEI|[IM A Y T
'$MO[10} SB M| 958D

$MO[3G PR1SI| $958D 3Y1 JO Loea Jo Ado2 e yum 2w aplacid asea[d noA ued ¥T0Z/10/9
"3ul) g pinom Adoopaey 10U §| ‘anss| Jo 31ep pue (SJuUapiAl
J0 U0IS]NIX3 S8} SIUSILOI 3YJ 3UI3N0 pUE SWeU AW Yyim QD B U0 Wayt 1nd pinod noA j
‘IIUSPIAS PBUIRILO AJJIBILUN “DIUSPIAS |EPIPN[2ad ‘D0UapIAT 1URAS|SII ‘BIUSPIAS
IPNIXS 10 LW 03 UOIRIISIP (21PN “ADUBAI[D + AJIIGISSIUPE ‘SoUIPIAD ‘ME] [BUILILID
F15ISSE [|IM SJap|oypJed Bsay )
"€102-0T0Z @TO J0 uonalpsunl sy ul
14no2 swa.dns sy (g
pue 1no2 121L1381p 3y (v
Y104 1€ (aT0) 6681 BPOD [eUILLD 81 JO YVOES 0)
1uensind aauapias spnPxa 03 uonesldde uo sjuapasasd Yum aw apaodd asesjd noA pined
‘djay pjnom 1eym paisl| aAeY | 9A31194] |
papircad ased jo Adod * 2IUBPIAD +T0Z/10/9

10 UoIsSN|IXa,, 40 21d0Y By UG me| ased SulLIEIqo LM S0UBISISSE JNOA 3235 03 Suium we |




hae

N/
&t a?iym.%‘"g

Enquiry Services Managemént Policy

VE-0001-V01

815/380/100

Visitor Experience

January 2016

1. Document Control

1 Director, Corporate Néw F%licy
Services (Replaces the Extended Enquiries Policy,
which is now incorporated info this broader
policy)
2. Authority

Executive Manager, Visitor Experience

3. Purpose

The purpose of the Enquiry Services Management Policy is to establish the guidelines

for the delivery of enquiry services to clients.

4, Scope

The Policy covers all enquiry services delivered by Visitor Experience

5. \ Definitions

information needs

Enquiry services Services offered to members of the public, to assist with their

Extended enquiries Enquiries which cannot be responded to within a short timeframe

StafeLibrary

28 Queensland
of Quaenslang

M Government




6. Policy Statement

Our Enquiry Services are provided as additional support when self-help tools and
resources do not guide you to the information you need. These services include initial
assistance at point of need, and a research service for more complex enquiries. These
services are available through a range of channels, which may include:

Face to face

Telephone

Web-forms and email

Letters and faxes

« Chat and instant messaging services

This policy is intended to help you understand the level of support provided by State
Library. , :

7. Service Goals

» To provide a range of enquiry services and channels to meet your needs
« Through our interactions, help to build your capacity to research independently
e Tor provide services to the public as cost-effectively as possible.

8. What we can do for you initially

8.1 If you visit the library and ask for assistance, we will advise you on a research
strategy, support you in the effective use of “finding’ tools, and suggest appropriate
resources. Depending on the level of client demand, we can generally spend up to 10
minutes assisting you.

Staff may not be able to assist you in the use of your personal equipment, or with
external software programs such as Microsoft Office or email accounts. Staff cannot
supervise examinations, proof read private documents, nor interpret or provide advice on
legal or medical matters.

8.2 If you phone us, or use our online chat or messaging service we are generally
able to spend up to 10 minutes assisting you. This may include advising you of the most
appropriate information resources to guide you in your search. If your enquiry cannot be
answered in a short time frame, you may be referred to our Extended Enquiries
Service.

You may also be referred to another information provider.

9. What we are not able to provide

Lengthy or ongeing research e.g. extended family history or newspaper searches
Answers fo lists of questions for quizzes or competitions
Detailed assistance with assignments
Searches for missing persons
- Valuations '
Legal or medical advice




10. Extended Enquiries

Extended enquiries are those which cannot be responded to within a short timeframe.
10.1 Who is eligible to use the Extended Enquirieé Service?

This service is provided for:

e All Queensland residents

s Anyone wishing to access information relating to the jurisdiction of this Library
» Anyone wishing to access information which is unique to our collections

10.2 What we provide for Extended Enquiries

Depending on the nature of the enquiry we may provide:

o Information gathered by State Library staff ‘

e Guidance on the most appropriate information resources to continue with your
research

o Referral to another of the National and State Libraries Australasia member
libraries, to your closést public, school or tertiary library, or to another
information provider. '

e Up to two hours of research on most enquliries :
Up to six enquiries for any individual during a single calendar year

« Up to 10 copied pages free of charge. You will be advised that the provision of
additional materials from the State Library is possibie through the Library's
Document Delivery service, and may incur a fee

11. Service Disclaimer

We aim to provide the most current and accurate information. We do not assume
responsibility for any errors or omissions in the information provided, or for any action
which relies on this information.

12. Privacy

The State Library of Queensland respects your privacy. Personal information we collect
is used only for our internal activities and functions (Libraries Act 1988) and will not be
disclosed unless required by law. For more information, please read the State Library's
privacy statement at hitp://www.slq.qld.gov.au/home/privacy.

13. Approval date

Approved by the Director, Gorporate Services

Date: 14/02/2014




