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The phrase “difficult patron” is often associated with troubles
and habitually abnormal behavior from patrons. From the viewpoint
of organization, the existence of difficult patrons might signal
dissatisfaction with services, collections, facilities, or with specific
individual librarians. But difficult patron’s complaints may also be
regarded as valuable opportunities to improve customer service and
satisfaction. Hence, for the circulation librarians, learning how to
interact with difficult patrons is quite important. This article reports

findings from a qualitative study which investigated types and
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behavioral characteristics of difficult patrons in university libraries in
Taiwan. Semi-structured interviewing method was used to investigate
23 circulation librarians’ experiences with difficult patrons. Based on
the findings, this article discusses why some patrons are difficult as
well as service strategies for dealing with difficult patrons in university

libraries.
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8- 2004 ) - BREFERESE R EE S - MEFERIRHEE
BE 8RS R GE S A8 DR HS /A ez 25K - 1 E SR
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Mg - Dol HfhiE &7 3] TR EHE 2 -

HE L IRFEE R IRG G 2 R & R H DU 2 R RE
GG o« BRSO » — 2B DI85 - B SR iR
HIREZ ( HF-3F > 2003 5 PR%EEE - 2005 ; FESESE - 2007 ) - T ZESCSCERAL
% DL T difficult | —5JF &2 ( Bramson, 1981 /FEfFEE » 2002 ; Keating,
1984 ; Oxman, 2006 ) - Hrf » f1Keating ( 1984 ) B J# & E &5
o B DL P i 10 R ) A o B LR AR A 848 ( chronic
complainer ) ~ B5IJ5 ( one-upper ) ~ % ( cold fish ) 2 - ifitE
= EEE TS | 09 N BR 28 A IR R B A AR R E AHRH - 1 Bramson
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FHE A B EAEIIRE © 5 - R EES M AREI T - HEEa
ME » FEIREJHEEEET - BREE S il A e - 1HE
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(2006 ) ZFHFAEF - AN EFRHIEL JH#E S B ERHEFR EALE
MR FRIRM A ETTERS - AL - E e g ERimss - JRE A
H BHHIFERF B - ARSI AREE LN E R RILEE
1k AT REE G R A B SOE BE S [3 fth AZTH R » 55— 5 - WRFEER
ARt e - H 0y SRR BUNE ATREH M EL A RURRAIRTRE - 1T 2 {E
[FARE R R EE i L TR RO HEBUE - WA R BB H RS2
AT B - AN ESWEEF R R HEREANRCEEE S - R
RMZAFFERRA LR - ERRISH ST RBNE I -
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ERAWIIE L LI E BN E AR BRRE - THERET
NEAZZESFH S ZEEREREE A OE  HEREERRERAE - E
AR EEHRREE (5 PR AR B RN - Wills (11999 ) & 73 A JLAH AR &
HEEERE - ZehZRRIVEE - I Re A R E RSB IR sl fil A
DE RV HEBEEREE R WUEE A R A A R A
R A RER (REVISIK - AWHE .2 525 8E B P B A 2 5l R R & )
Wills ZBFFEfs RAHTT © [FIlF - ARFFEE #3H - FEZEH I SITERE
FERAEA - BB RS HERE R - IS SRR RS
RITE & A E B EORE % 0 B B8 - FulE DURBLEE & 2216 RAFIN 2
KEFHIFHET - FEHIRA - A RECR BRI FAARAE 5 1Y 204 i el R 75 -
a7 SERR LR ( Simmonds & Ingold, 2002 ) - [Alff /i A 8K B fEH 2
R MRER L EOR EAlE H B AR s Bl e B P Re i L 2 B0 -

Oxman ( 2006 ) fiH » —fIJ%E & b ATREFRE s —J#EAT
By o 5.2 HHE JEEEEA HE BT R - AREERTHHEZ
JHEE A A RE R R A ST ER R - SR ISR R T 2 ]
HEEE o MANFEZ 374645 R EL0Oxman (2006 ) FYE RAHTT - AR
tZ BRI R (R TR DR B R R B T A B MEH
TR e - AUE 5 DB B R AT ] B 8 - TR - AL )
M e R AME R ROR SRR - mE L DUS RE R s i~ LAY
BEE - NENESES L RS kG T2 G - HE b AR R
RE B Pk 5 A E # EdBramson ( 1981 75RIPEE » 2002 ) HFEEy T HHTE
H ; ( sherman tanks ) D8R J#E 7 17 Ry R 0173 FH3T © Bramsonfi#
B Hw s JHR R ER S - e ER - RS DER 8
BREGE R TR B M - (A AIRTECE - PLER LR 58 1 2 R I
AEH EL kA B R AT R R AR

X FRE B 2B R A - G I HRE & SRR B T R R R T -
OB EMECTERY ; H— T mEiERE 28 BRI B SS » — 5]
MR O RE BIEREHORED - B AR EHEERE TR E - sECS
Je—IEREEE BRI TE) - PRI TN B HRE RN - PREEHEET -
JEEE A REE AR IRV ES - DEREER SR mAEL AR
HISHE 5 R B R AR E - QI JEERE = N Sad e 8 B R g4
HIMEREE TG A] RE B B B DL B T AT RE & - BB
BEFRMesser (1999 ) TS - JHEH 2T HKEEREEIEELHES
WAL - JEBEEERRBIIEEAZEEMA - MEMATEEE
o - ARJHET BRBERXEE B EETRRRAE S NEET
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Pk TR T B A 2 IRURBA LR o AR R PR R AR
MIE S NEEIEAE e T8 5 B P S - N REE AR E
BEZT o gk Bl Horp— R J 85 - RSB EEETUERE S
TS A A H I - IR B S P R AR HH R
iB ( solve problem ) - M ZEEE M " fEH EEY ; ( manage ) ( Toot,
2002 ) - JRENEE BESRE W > J S EINER AT R EB LT - HA
FEIRSREE  IRERELRA# 2 L HFROK ( Sarkodie-Mensah, 2000 ) - [T
PRI 71 B A e Rt R HL IR A5

B2 MBS EH JHES ZIRFRES

HEL FEEEHFHNSEI JEHE 2R ERCE T
( Bramson, 1981 /5EfE£E% » 2002 ; Bullard, 2002; McGuigan, 2002; Quinn,
2002; Rubin, 2000; Toot, 2002 ) - {5k » {FH B MR T 2 SEp 21 » fE
fa T HE TR G AIRRH R - HrEsEREE AR ERNEHEERE
HHRZF Ik N BB H  EHEEE - Y R EEES
WIEEERL R BT - BiaEE A AL T2k ~ MPP R E T - K5 [
FERENEEELTNE 2B T R > WS EEAE) » MkER
FEEEEE A ZER o MERRCAGEE IR > Brfs T8 E 2 s Ry %
ZA o BEEIN A A Z AR B A A - B3 S BB A BRI E A 2
ZE5K ( Bramson, 1981 5EfEEE » 2002 ; Bullard, 2002; McGuigan, 2002;
Quinn, 2002; Rubin, 2000 ) -

MAESRGI R ~ Hi ) 5 R B ke M Jgl A bk = AU BB 5 5 1 - HIIBR 20 4%
HEZFE R EGRE - IREEEE & AGE G TN - A H R N
HIHOAREAHLEY - BRI RSB RIS EE B > M S
#5 » Toot (2002 ) FMcGuigan (2002 ) @y A58 Ry fE B D HL L
(‘empathy ) EH#RZ - A LABHREARY DM B H B R - ke [EH R i
R - peh - RIS A EBRENVEE - O EEJHEZER
WERE 58 S A AR T DRER] - MR EER AR EEER
FROLGEE IR L 5 [RIRE - BRRS & 7 O 2 (] A BB R B B
HAEEBHKAGEER - [EEH TEBIRG BREEEREE N E DU
( Bramson, 1981 /5&fE 3% » 2002 ; McGuigan, 2002; Rubin, 2000 ) -

BN L > HIWills (1999 ) B 7347 B AL E & T AR

B H GRS R - IR e B R v tEHRR LB - BRI -
EE R REI R R A LR - BRI 2 C I SEIRAVRE - ATERERER
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PR EES 2 EE - £E b FEEERERD - FEO5ZA
B R HE R T R — ( EDMZ » 2007 ; SHEE - 1996 ) -
fEBREZUN{EEE B 2 G EE IR E JH T AT RN LS - AlE
RENDT B AR T 2 AV FERE - M S LIRS ERIRTRERETR 28 © [ %
FORFF A Z BEERFINR - BE B R TR R LU AL B E 0 R B L EUF 2
HITT RSB ANZETE - HIEFERELISEE ORI Z -

o BRI A FEE— 2 R ) EERE 2 A 15 SR I B i R T B A Ry
PURE - JiOEEE B R EE S FEA JHEE Y - nESHSE AR E 2
HEEEE T R o W ER AT R AR IR AR AR T L5 24 > TREE
FHRE & 196 R B S e B 5 T LGB R 22/ - DUTERBAZ -

1. BE T - R R S

HFEFE (active listening ) foo A BUEHAYERE » H AR —fE 2
B IR BMER > DIREIEREHE S HIEESHEERE
( Brownell, 2002; Ross & Dewdney, 1998 ) - By {EEE (R RE A A
HIfm RELE R - [ T EE A FER 5 A E B AR R - TR S
FMERE > FREEE AR A RFAIEIEE ( 2B 2007 ) o jfi S EE
FEEFEd  HEEREHEAMAHNERMETE (attending ) - FHEE
ROEES » FiEAE SR S BRI E » IR IR iR — HE38 E R rERY
Bl » HEMREE SU R G ZE 5 B REE JEEEE = 78 o B A0
RS - 8 0 TUBEE SRR E TR EEEN S - &
HRE B A T EEE E PRI R RE L - 0 RS RE T A I R S
KEVEREIET A o BLAN - AR B ZH S B3 5 1 R A P 7 DR S R
HERIEZ B - [FIRE - IR B P R RYEE A - I RR#E » At
EOHEERZIEERECEE - [MEEETNHE JHEEMEIN
75 HIFEREEE H EEAEER B - MEAERERESY > FUHEEE N
HEREE > REGEERE S - TIESREE R R MR HLET -

2. [A] B OB AR

Ut 8 1 5 R R B () B o B B A ) R P AR I T T S —) S R o Y B
K32 - {EAE B El JHAE S A e aEET - R ORER ) EREE
By o AL R R TERD A ERE R - R EEEEYE
7 Z [EIRg LIS MR R o SE A RO A B BUTERBERE Lo PO ~ B B REHITE
WAL G A HAEERSZ - HaeiE B ESEARBE - BRI
RE B IR ER O R T T - BEDGEE TR BIE S B 2 B (£ LA
{= 52007 ) -
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I FOREE BERSEENREL > REENAEESFME
WEEFRIEBEEmMIERE R 2 - HINVEEEEH A 8 OB LR
B R - E 2 0 TUEEE BRI OHBER - RIMEREE A
EEAL IS - 615 DU EEE & 2 SNERTT R Nl Ry L — el — IR
FFABRENTEH > MIFFHEEEZ AN BE - WREHE— G HIRE A EERR
fiE - JioEEE B HARREDUR L OB E S EF MY OB R B R HEE 2
TR KRl SEREMR FRE & L R B YR RE o T PTRE BV BN (R EE B N EEE
HEE - EESEREENRET R - WK S ES J#HEENR S
BE(E - LH » T RE RS EEZE ORRIVET » TUlEEZE
it [F] P O B AR R T W A R RE (A B B R R Al T AR - WEER
WIS B o 2 N BT BB R AR -

3. ZHERES

FRRBAWETE B R - ABREEETEF - 55% % 5 ¥ RIS H I8 EE
5 0 38K HFEN - MERTPHIZ A H S ( Rubin, 2000 ) - JRE[
il NGE T EEE RS R B BB EEIE LRI ERFTZEA L
HIEWR - G RE N E THIEREARRE - AT R S 1T B
Zi= (action language ) ( 22X » 2007 ; Baron, Byrne, & Branscombe,
2007 /B Higg - 2009 ) o MEEERES /e —HIEOREEE =
BFERREEHHEE « FaH > 28 > EHEEEES (Adler & Proctor II,
2006 EHZIESE 5 2007 ) o

& A EEERN RS > B H T RRASGEE T WEEEM
ANBIEREF » #iseE Bl F HE EEA R - sUEHSHE TR » HR
fRCEEE E KK m - BE L HIFEEESHEES
- DIETE ~ $HE ~ FIER T XERGEEEN(E - HIFE 2 & RE 52 —(E R
B AESTEBIRAE - 680025 DUER T [ B B3 R 1 5 =0k Bl

BE BRI - A0 - EE BN TUEEE & B PR A BB RO -
4. HEEE

i & I H A EE ( self-disclosure ) (REIT AFRRIGRAVEES » AN
el - NERRREEEERRBVEEGH - BREEERRM
ANEBHOWER 8 BEREES - HER IR E A I
frEC - WEMEARIENREEC - B HEREE RS SR -
e - (E A EER M A\ B s AR T - SREE P A P - ARFEE)
B T2E N B & AR By - REE AN LRYIRREL LR K
Al B2 2 A Frfe TRIEIES - TR s e (BRIZIE - 2004 ) -
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&I AEE S JHERE T - FUEAR B T EHUE M B R BRI
LEE) - WERER BT IE AR R B (R YRR T7 - MillerBdWells
(1990 ) RHEH! - — & RISEEHRERBE BRI ARSI - 75
B BRI AR K H B il Z BB B - BIREE ROt R (5 —J B Rl = i
B o M TEAE B RIGGE " HE ) BOtEER ST - RAIEREAN S
PRI AR

h~ 1558

FEZ TT LB PR BB A R I At & - A A S BRR IS DU E AR
R AT RETE N SR AR N SRR - U B B B IRy Bk (U YE R T Y <5
RAHIHRE - DR IR RAFRIMRS o Mg o RAY —J B H A A R
TTRFHEC RPEBIROR R E R TE AR B/ O PR S J#RE & - H
BERFE TR I IE J EERE & 1 v L Y RZ BRIk 2 D BERR R HE TRV
JEEBERE T R AR AN E RE LR R = Bl AE B T RYETZR - HOR
RE {7 Bt E A B AR H (A 1B FEEL L ERRE S -

L T ) e Iy -+ il B B e R MR A YRR R E 17 - JREN
fE B e R O R R BUE R R EE - [ - S8E JH#EE RS
K E BB SRR EE g8 H S - R8T R EE St BEE
EfEA - 1M AT REFRAZE R AR T R R i R T 2 - i J R = O
B TE e RR N B - E AR B E n] HE R ) B e R B E AR O
P ERORTRE - SEMeERE 0t T B EERE | IEREEZI T8 - &
sl EEMEREAAEEERE - DIBUR BRI EE 5 Y IR & (E - [FINF - 8
BERERIRME R B SHINIE - TIREFWER] B BIERIIERE - 55h -
R EREN B A B LA O E - WA REE B NG TRE
[E1fE - RN RS H bR ) B E HRCR. - NRRE S H A LB -
o R [ A RN SR - T AR R E P ERHERA
HURFH - HIRBEE BB AVED M - FiEae B AN e it ¥
FHBRAAYRTRE - DRI - e 5 A R e B S0 5 I e A S5 A B O 7 D/ L ]
W& Z3E - DLHTRE B 38 & 3 B 5 AR B IR 85 E R 0 [ FRp S R Rl 7

R 2 5 OIES)  ETTRA LR R BT EE B L
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Biti oy

AR ATEE R R PR 2 B & WA I S RE R 9251 ( NSC96-2413-
H-002-017-MY2 ) ZE i 2R iR - (5= Rr Bl Bl & B A 92 2 A8
BHE) 5 RN A2 5.2 2300 K B2 8 3 2 i 8F & I BVL 70 S0
Nl - B EREEATEE -

e

KA - fAEHT (Bums,D.D.) (2007 ) - 4FotFMI—REBEMHGA (The
feeling good handbook ) ( ZHERFE ) - Z]bri : sREMSUb - (R
{E19994FHIRR )

FF (2003 ) - BEEHEARMRBREBEZHE - KHZEL
AL o TR EDEEE R » 2L -

FLMZ (2007 ) - ABSRAMS AR - =0« 0 -

i AR ( Bramson, R. M. ) (2002 ) - dofT35 € ZHE 8 E 4 ( Coping
with difficult people ) ( iRfZEE ) - ZJLER - 1% - ( JRIE19814
HHRR )

BIRBRE (2007 ) - ABH@HHK  REEEH - 2400 AE
it -

PREEEE (2005 ) - KRBT B - BEFH aTREBAEHRGHIE
ZHBE— DAE—RERAR AP - RHERZELR » B3R
KERAT S BB E TR FEFT - 3258 »

BEENF (2003 ) - BEfEa-CRotE— 4 o930 ies - 2L ¢
SCGEEEEEHEMN -

BREM (2004 ) - JEEEERE ?%;T TEFIRER IS g %%ﬂﬁ‘td\rfﬁ
i EIRBIIEAHKREH X E ( H305-314 ) - 2L - ZEE
4&5 o

BRICTE (2004 ) - ABSREMESAREE - 0« EEEEEE -

Y IE (2009 - 7THI13H ) - BHEEARESERFS - P EFHK -
A3fif -

A (1996) - éﬁ;ﬁk%iﬁi@ o 2L BREAIUL -

TEEEHT (2004 ) o oomp g o EALRG  BTIZEORER -

IHF % (2001 »4H )’“lﬁﬁaﬁﬁﬁiﬁf REEER I RAEZE - ¥

» 48 + 53-64 o
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