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for Librarians and Paraprofessionals (How to Do It Manuals for Librarians): 

Does dealing with angry customers eat up staff time increase stress at public service desks and undermine morale This 
work introduces the many causes and faces of anger as well as practical techniques for dealing with angry patrons It 
covers handling frustration and confrontative behaviour From Library Journal If you work in a library you sometimes 
deal with difficult and angry patrons Rubin is a library consultant who also gives workshops for library staff on 
learning how to handle angry patrons her book is ideal for front line librarians and 
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