2L WEAEATLH F R IHERA T RS 2 WA AR O/ kT

LW AN ¥ MY oA T
— RS 2 WE AR D
The Practical Experience of Handling Patron Complaints in Public

Libraries- A Case Study of the New Taipei City Library

ek
Shu-Fang Lin
Frath BT AEFERY e R
Research Assistant, Comprehensive Planning Division

New Taipei City Library

[# & Abstract])

B3 4F AT e 2 AR 3 0 B RIR IS KGR h R R
Bty ROFPEA R L L R F (PR
sk e ke UFTH T 2 RS 4 108-111 & AT R 2 s
PR (E G E o P AR BT RIE AR BT )
Bt 4 g

N EE jZ»F’?"zFﬁF‘H%ﬁFRji L ETE  AER PRI A 5F

I N -5 LA E R E RN PR < £ L. M;arai'r%f%f@;%lﬁ‘
2 R CEMWRPEASR RELAET LR FTH B
TR SCFRAE A BRI BRI HE RS ﬂgf%ﬁ—“ e S U
woR A F U BT BT T e R A mai'r%
Pl 32t o RAs e T EARE S REEE STy

*}Eﬁ% rlEB?jEl’z‘ ’%53‘»%;)§J‘r%{—r¥{&’},E,:Q;E;?IJ X7

Libraries are dedicated to satisfying the varied needs of their patrons
by offering extensive collections, spaces, facilities, and services.

Maintaining open communication channels for patrons to voice concerns
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or provide feedback is crucial for enhancing the overall library experience.
This article presents a statistical analysis of and practical insights into the
handling of patron complaints by the New Taipei City Library from the
years 2019 to 2022. It outlines the library's complaint resolution process,
types of issues encountered, responsive strategies, and quality assurance
mechanisms.

Based on practical experiences, patron complaints primarily fall into
three categories: reading services, facility management, and librarian
services. Effectively resolving these issues addresses over 80% of the
problems. The article highlights the necessity for responses to patron
complaints to be objective, compliant with legal standards, and precise, by
providing concrete solutions while avoiding common pitfalls such as
insufficient verification, lack of information, irrelevant responses,
unanswered questions, non-compliance with regulations, inappropriate
attitudes, and unclear progress updates. After responding to patron
complaints, the library emphasizes the importance of follow-up reviews to
ensure tangible improvements. The conclusion offers five
recommendations for handling patron complaints: 'Reasonable and
Justifiable, Gentle yet Firm', 'Standard Operating Procedures for Repeated
Issues', 'Sincere Remediation and Proactive Prevention', 'Timely and
Strong Support’, and 'Embracing Lessons with Gratitude, Letting Go of
Hostility'.
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