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How do libraries deal with angry comments on their websites, blogs, or social networks? Does having a
security staff actually help defuse angry users? How can library staff members best respond to frustrated
users who get angry in a chat reference setting? Here, renowned library consultant Rhea Rubin deals with
these questions and more in Defusing the Angry Patron: A How-To-Do-It Manual for Librarians, Second
Edition. New technologies for service delivery have ushered in new venues for frustration. To help librarians
know how to react in the face of patron anger, Rubin adds five new coping strategies to the 20 basic ones she
introduced in the first edition. All of them have been updated them in light of key changes, including virtual
reference service and the Web 2.0 phenomenon. A whole new chapter addresses anger in the digital
landscape. This very practical how-to shows how effective staff training and intentional behaviors can
positively affect patron behavior, minimize altercations, and ease the stress of public services staff . Library
staff members looking for effective ways to prevent and handle anger-driven confrontations with their
patrons will find Rubin's revised text an exceptionally useful, applicable, and enlightening guide.
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From reader reviews:

Linda Cunningham:

With other case, little people like to read book Defusing the Angry Patron: A How-To-Do-It Manual for
Librarians, Second Edition (How to Do It Manuals for Librarians). You can choose the best book if you love
reading a book. Given that we know about how is important any book Defusing the Angry Patron: A How-
To-Do-It Manual for Librarians, Second Edition (How to Do It Manuals for Librarians). You can add
knowledge and of course you can around the world with a book. Absolutely right, because from book you
can understand everything! From your country right up until foreign or abroad you will be known. About
simple point until wonderful thing you can know that. In this era, we are able to open a book or maybe
searching by internet product. It is called e-book. You can use it when you feel bored to go to the library.
Let's read.

Robert Maselli:

The book Defusing the Angry Patron: A How-To-Do-It Manual for Librarians, Second Edition (How to Do
It Manuals for Librarians) make one feel enjoy for your spare time. You can use to make your capable far
more increase. Book can to get your best friend when you getting pressure or having big problem together
with your subject. If you can make reading through a book Defusing the Angry Patron: A How-To-Do-It
Manual for Librarians, Second Edition (How to Do It Manuals for Librarians) being your habit, you can get a
lot more advantages, like add your own personal capable, increase your knowledge about some or all
subjects. It is possible to know everything if you like available and read a guide Defusing the Angry Patron:
A How-To-Do-It Manual for Librarians, Second Edition (How to Do It Manuals for Librarians). Kinds of
book are a lot of. It means that, science e-book or encyclopedia or other individuals. So , how do you think
about this guide?

Katie Barry:

Reading a book can be one of a lot of activity that everyone in the world adores. Do you like reading book
consequently. There are a lot of reasons why people like it. First reading a reserve will give you a lot of new
details. When you read a e-book you will get new information due to the fact book is one of a number of
ways to share the information or maybe their idea. Second, reading a book will make anyone more
imaginative. When you looking at a book especially fictional works book the author will bring someone to
imagine the story how the figures do it anything. Third, it is possible to share your knowledge to others.
When you read this Defusing the Angry Patron: A How-To-Do-It Manual for Librarians, Second Edition
(How to Do It Manuals for Librarians), you could tells your family, friends and soon about yours
publication. Your knowledge can inspire the others, make them reading a guide.

Cora Conte:

A lot of e-book has printed but it takes a different approach. You can get it by net on social media. You can



choose the most effective book for you, science, comedy, novel, or whatever simply by searching from it. It
is named of book Defusing the Angry Patron: A How-To-Do-It Manual for Librarians, Second Edition (How
to Do It Manuals for Librarians). You can include your knowledge by it. Without departing the printed book,
it may add your knowledge and make you actually happier to read. It is most significant that, you must aware
about guide. It can bring you from one place to other place.
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