


Remind library staff and the patrons about our facility use rules: 
opening and closing hours; kids left behind; student use; Internet 
use; no “special favors.”  

Help all library employees demonstrate patience, empathy, 
flexibility and support, starting with each other and then the public. 





Trauma histories.
Fear of the future, frustration, anxiety, anger, rage.
Delusional beliefs, political drivers
Financial, healthcare, food, shelter concerns.
Substance use to cope.
Untreated mental health issues.
Criminal justice system immersion.
The Digital Divide / FOMO / FOBLO.
Hopes that you can help them?



Dignity awareness: eye contact; non-judgmental body language

Patience: with patrons who can be impatient, rude, angry, fearful, anxious, 
entitled, confrontational; not skilled listeners, and who are frustrated.

Calming tones and empathic approach: with people who are angry, depressed, 
fearful, trauma-exposed, stuck in a dire life situation.

Boundary-setting: Always striving for the “Negotiated Behavioral Agreement.” 
Assertive responses, without being aggressive or passive.

Firm, fair, consistent, reasonable treatment, and safety and security awareness. 
Disengage and/or get help, as necessary.



One-room libraries, one or two-person staffs.
Law enforcement response is from a distance.
No security guards, few security devices.
One way in, one way out.
“Safe Room” might be the bathroom.
A sense that the library employees have to “hold down the fort.” 
Indifferent or uninformed elected officials or cops?
Different types of problematic patrons? Travelers, local eccentrics?
The need for different (unique, untried, untested) ideas.





“We are firm, fair, consistent, assertive, legal, and reasonable in 
the application of our Code of Conduct.”

“We use praise when patrons comply. We are flexible, empathic, 
and patient at all times. We can `bend the rules’ when 
necessary and act as the patron’s advocate.”

“We are the `shepherds’ of this library building, meaning we 
have the right to protect it and ourselves.” 



























Have the courage to do what is right for you, your colleagues, the public we 
serve, and your agency. Strive for peaceful solutions.

“Educate with Patience; Enforce with Kindness.”
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