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	At Home by Mail Customer Service Guidelines  


Guidelines specific to the At Home by Mail service

1. The At Home by Mail service is designed for individuals who are homebound and/or face significant barriers to using one of our 26 libraries.   The expectation is that the At Home Service is your primary provider of library services.   While you are not prohibited from using a library in person, it is our expectation that the At Home by Mail service handle the majority of your requests for materials and/or information.   If you not longer fit the criteria of the service, you will be asked to return to "regular" library customer status. 

2. All At Home by Mail customers' library cards are fine-free, however, there is a charge for materials which are lost.   The customer must reduce his/her outstanding charges to less than $150 before checking out privileges are restored or before a new library card can be issued. 

3. All At Home by Mail customers' library cards are fine-free, however, there is a charge for materials which are incomplete or damaged, other than through normal use. Fees vary depending upon the item.

4. The At Home by Mail service is designed for individuals who live within suburban Hennepin County.  If you move outside of the service area, you will be removed from the service.  At Home staff will work with customers to connect them to a similar library service in their new location. 

Guidelines for all Hennepin County Library customers which also apply to At Home customer

1. A maximum of five information requests over the phone per day

2. A maximum of one hundred items checked out

3. A maximum of one hundred items active requests for materials

4. A maximum of twenty active requests for interlibrary loan materials
If you have any questions, please contact us Monday - Friday (10:00 am - 5:00 pm) at 952-847-8850 or email pjones@hclib.org
