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Policy Statement 
In order to provide customers with the best possible service and to ensure that 
they are not charged for materials which may have been returned or charged to 
their record in error, the library provides an appeal process. 
 
 
Regulations 

1. Claims Returned 

A. When a customer reports that an item has been returned but the 
library circulation system indicates the item remains checked out to the 
customer, library staff will immediately perform a shelf check for the 
item at all CMPL locations. 

i. If the item is found, it is immediately removed from the customer’s 
record and fines pertaining to the item are waived. 

ii. If the item is not found, it will be renewed for three weeks. The 
customer will be asked to search for the item and the library will do 
the same.  

B. If the item is still not found after the initial search, the customer should 
either pay for the item or complete a Claims Returned form. If a Claims 
Returned form is filed, the item is removed from the customer’s active 
status record and marked as claims returned. This becomes part of the 
customer’s record until the matter is resolved.  

Customers should continue to search for the item and the library will 
do the same for six months. 

i. If the item is found within a CMPL branch it is immediately 
removed from the customer’s record and any fines pertaining to 
that item are waived. 

ii. If the item is returned by the customer it is immediately removed 
from the customer’s record but overdue fines will be applied to the 
customer account as agreed to in the signed Claims Returned form. 

iii. An item that is not found after six months will be billed to the 
customer along with overdue fines as agreed to in the signed 
Claims Returned form. 

2. Claims Never Had 

A. When a customer reports that he never had (never checked out) an 
item but the library circulation system indicates the item is checked out 
to the customer, library staff will immediately perform a shelf check for 
the item.  

B. An item found on the shelf is immediately removed from the 
customer’s record and any fines pertaining to that item are waived. 
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C. If the item is not found on the shelf, it is removed from the customer’s 
record and that item is set to a status of missing. 

3. Claims made under this policy shall be recorded as part of a customer’s 
record. Frequent claims may result in a suspension of this privilege. 

 
Approved:  August 21, 2013 
Clinton-Macomb Public Library Board of Trustees 


