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LR EH B  BRTREE S TIEGEE S RSN - JRrTRER &SRR
WA E B R ARG B GRS B R B - AT AN - RIS E RS
HEEEESANWEERE, — -

MEE A ETE R BRI - AR - 258 RE —BENES -
EROY SO T Ry T S AR - TR R ) (AR
NFRIZBE © #7REAHBA SO AT A » T —J8ERE+ o (difficult patron ) FRHSIKIEEAE AR
RE R A E AT K » SR AR R B B SR Le i M G S R R 2 g
AR E R e T TR B 0 BE B VTRERIh A AR R ~ BRIl s
MKz HAFI A5 B 2 ST (BREHE » 2011 ;5 Chattoo, 2002; Simmonds
& Ingold, 2002; N. Smith, 1996) - A " HEFEH | AN EA N ETT R ZE
- HETRIEETE - BB ERGER SR HM AN 2 - EEHEHAM
A P AR RS 2 AR - W B B R AR BUE B BE
BRI & B R T R B - B REIFEEEE R RILIRT R - IR AR
L EEE T | B0 RTETT Fy5E (Blessinger, 2002; Sarkodie-Mensah, 2000; Shu-
man, 1989 ) °

HTARIRRZERR S - T 8RS  ESE  BRTEEAGNRERERI - EEH
ATRER H P RIRIEE 5 JREN - BE B A ORAE ZCEMIAIE - HIMEMEFIE0EE A E
ARER K2 i B RREIEERE (difficult) ~ A IS @y —JEEEE - i " R
F L FEEEAEEZE S REAENST - KiE M AELRKE - ERE
NEPIRAVRGZ » DABCH BN HARE A R E e - s 2 BT H WS
o B - MEEEEDBRET R - M AT RE B R R E T
By o QIR B S WIEGE RS A S S (BRE S » 2012 5 Blessinger, 2002; Chat-
too, 2002; Simmonds & Ingold, 2002; N. Smith, 1996; Willis, 1999 ) ° 2

VTR > JRE SOOI I —FAEEE - fiffachallenging patron ° {HfR##Dictionary.com °

# ¥ challenging * Ef5“demanding or stimulating, to call (something) into question; dispute”

(Challenging, 2016a) ; 534 » Merriam-Webster Online DictionaryHIf§H! » challenging/®

“difficult in a way that is usually interesting or enjoyable”; “arousing competitive interest, thought,
or action” (Challenging, 2016b) ° Hi B33 SCEFIRAIA] » challenging{F3 3L F#MH » FHEE
TH B IF YR  (KIL » fE9ESU#kh » Dlchallenging patronfBIEISEHEAE - Th2n L
BEERY © ZR1 » I3 challenging patronfERMEERL RSN » U-GERE Ry " HLBRERIENVEEE ,
BAE— M AR RSB RIRE AT - T ELBRER Y, 8 SR ERE R ORISR - E
SERRE BRI B IS R, - MAERE BRYERANE - BREMEEE B0 TR RIS - R
FHy - HIRBESER » 8 BN A 58— TP M B I B R Bk R - R
EPHR ~ REIAE o 2 WIFEERER A T ELBRERIEAVEET | TR SRR -

2 [ B S R R R (L E R R R - BIAN SRR B EANE - I
B TR BT Ry » G0 S A S RS B R SRR AN - TR AE R A B
REAT Ry » ATHA B B A A S TR o ARG 1 AR PR R ) EL R 0 A T
R B SO B MRS P 2B+ F3 o0 T & B L TRy - R IKIAE EoRREZ#
ISR o S © FSE OSSR EERY -
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FHAT R BEORAT - JRED - B BR A B EREE - DUCSEaR ~ JHIK
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() PR 2 e o] 35 B R RE R B 1T R Y

IR B IRERE AT 2R R - SR S 3 B B S o Bl I s B S
TR RIREREF 1T R YR TR - DUV Ryl 5 85 T 0 B B SRS R & sy 2
% SRR A R FH RIS i E -

T SURRERSY

B FIREE S I ER - ERIFHEFNARE BB « B85 AT AR ST
RS IRE B e % AR - =B PR S AIAERE S
JEk (FR%EEE » 2005 5 BEZEHE » 2012) AR —JEER# (difficult patron) » ffky T %
AR BHAE T R - BE L BIEEE TR RIVEIRER - DUk
ORI T fERTRRE AT Esiliges o BT R A B e
HIECRRFTTE -

WL EEE B EEE B R EE S SRR - WL TEERE TR
Z o SRT o ARBBLBRERAEBH S - FTEE T RE TRy o SRR YIVUTEAEAE (EER
PRSCEE ~ PRUEEE ~ BRAREE ~ BRELE » 2004 5 BEEFT » 2011 5 Nolen-Hoeksema, Fredrickson,
Loftus, & Wagenaar, 2009/2010) = (D#fEt ERYADE : (8 A BHERE P2 RATTE » CHTRR
AL SR « 8 AT Ry IR L e SRR TR E HY & BT T Ry e )ﬁ?&:@FTE
A S 8 O R Ry A0 ﬁﬁfﬂﬂtfﬁmkﬁﬁ:'LWE*ﬁﬁ’Jﬁ% (4) R 8
B A - A RIS SR s - Bt TR, i EIR TS TR EI AR
PR R Sk R DB SR BURBETL S R AT Ry L AR R T R A AR A
B BN B E IS EHE AT R A RN BB TR, 1Y
R MORNELLL TEEEREIT R ) SR -

4FEdifficult” » BN SR - NFrgR - HELELZFES (“not easy to deal with or
manage”) ~ FEEEE » [E#0 - RACEME AT E (“not willing to help others by changing your
behavior: stubborn or unreasonable”) % (Difficult, 2016) ° it T —J#f | —fd » B8 K
EREE, o THERE ) HIEE TARGER L o TEIE, T2 TARGERE ) 2 (- 2015
B - 2015 5 Bt 0 2015) e

SHSCproblem”  fRIFEMAFHEESE ~ IR /XA RIRE (“a question raised for inquiry,
consideration, or solution”) ~ SEFFAEHE « AMEAHYRTIZE (“an intricate unsettled question”) »
LU T sk 2 n9Ae (“difficulty in understanding or accepting”) % (Problem,
2016) o qfiHsc TR, BERE > Ty T ERBRYEE M R DG | ARHSE » BT R TR
#, (F9&E - 2015) -
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Hrp > Z1Radel (1979) K5 RRERE % & 25 Fy B 80 B R HARE & B g T
Mo BB E A S B EHFE o Shuman (1989) HIE5R » MEEEE Y&
JA e 2 B B B B R ~ AR ik EnE R e A e DA AT T R
EEEERGENREEEE SR M A - R A ARG -
R » DB S ~ — Wl E R RIEEEEIEE - Blessinger (2002) 7R
e - PIREEEMTRB L NEGRBIEE St &4 - HrTaeg LSRR
BILM AR ST A REAETARBURRE: - SERIE M ~ MEE SOERE
BUZAT Ry » S50 1 35 A AY S0 M5 P 5 S BE BRERE SR - IRd s BAERAEE Y
REFr B A5 28 5 O IR -

AR i R RERE 5 E ZRIAERE SC8kH > Shuman( 1989 ) B Blessinger( 2002 )
B » BT ESCFRHIRE R - DU FATiR - fBEEE T RT®R
HOBENBEBARGIR] - #it - AR A B ER R R - T FEEE  EE
TR AR A T IESOEE ke A PR R A T Ry o SO B M DA
B ARIT Ry T A P A B R AR R BN EF AR RS - DA 2 P At
A EEEE - ShEEE BT IEFIVRERSENE - AUESEE - BUEEEEM
Y& - BEEMAE - LEEREESE -

TE R R Y B O e B B B s BT - A DR SRR B
#H o I - Brashear » Maloney &t Thorton-Jaringe ( 1981 ) Z¢ A HIREE S 43
By =R ¢ 1L FHEHEENIESY (relatively harmless nuisances ) : {15300 RS [#EIE
BLEGE BRI fEk - S ARKEAIRE » anshREkEL H 3 o B #ak
% o 2. THEEUEER (disruptive or threatening ) : ¥FEE MEEEEN T - HE
5|8 R JBGEEAT R L VEAE TRE - AP ~ Z=EBRIE - (HFE S P s B
FEESE o 3.4 )78 (violent) : EEEEBRGF M ASHILIESE -

ifii Shuman (1996 ) HIKEEH FRET T Ref U AR RS - KFRTEAE & 3 Ry =18
FEAU 1. fabg sl (dangerous ) : MLRTE AR - ARGHEK ~ 2YWlE ~ ITHIT
Ry o 2. A KW/ (who knows?) : & RyiE R B REEEALC AT Ry » RUFGIRISE
& (homelessness ) BUERE AP £E5 « 3. 0EMY (nuisances ) © & A&
B ~ EARGERR TG - Ze ~ #1  FHER -~ EHiE - TEm
A% - Sarkodie-Mensah (2000) HIZE Ry - MIEEE UEEENF DO ~ HSEL
M~ BN - REIE  JUIRITRE S - 1R¥EBlessinger (2002) BN - A4k
fien =5 B PO P RE R A I R R T Ry K2 HE IR AT Ry » 8 JBIRTT Ry (crime ) »
WEEE ~ R B AR 1 T1R5F BT By (destruction of property) * 1%
ERHEEE AR - SRR AL - A - INEEEE R ARERY
5e.# (unattended children ) DU B FEEHIEENR ~ SMREEELAVET A - 551 » Red-
fern (2002) $5H » MIREESE S BE OHEERE ~ HRDIRXIERZIES -
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Chattoo (2002) HIER A Shuman (1989) S/ ¥E A= » A EER PR AL
IR T Rl e TL2H » B © 1. 5CH 1T Ry (eccentric behavior) » AI13% HilE T
WM A5~ 0 T S 2Ui A 52 5 2 RIRIEAE T T By (non-compliance with
library rules) * ZMHEEFTHF ~ NEREIMNRESE ; 3. 58817 (harassment) © 1F
BRI AR OR - B NEIE AT B 4. 529817 5y (intentional behav-
ior) : HLEMEE - WA ~ TR E A ~ OB TRy ~ MEK - BREE
A B BB ALBR S 5 5. LR & HIRETT Ry (problems caused by mental illness ) :
Th 25 A AL O BRI AT AR R m i S L2 T R -

534+ K. Smith (1994) ik - FEEERERNEREERS - 21
BT ELERYIEDL - KIEL » 88 BRYEEES T2 R R G0 - dEE s R
o IS E I R R EE T R R L - R T RTRET T R L o BIAEEE
METTRAS - IS TRE » Atk  REGERE BB ATHES WA -
e oa RMEL A - BaR e A A RN EAVIRZE - [RIRE - 5 AKERET IR ARy aeeE
RIS 5 2 8 5 85 P RREA T By BRI BEAT R i b RE A - ARHIEST
FA K. Smith (1994) ~ Chattoo (2002) FYE5R » K5 OB AEREEIRTE
7k -

TEE NIRRT ZE T - BIEBRE R (2004) ERABESIHER - DLader

0 B AR I T R SR B A - A SRR - REREE T RJER T 0 Ry
TERENERE ~ (G FHEE NS SE T ST Ry o5 HTRAA ~ BT g 5 555
FERE R TRy o DIRIRES ~ BT ~ WS BRI TR ) o EEEE ARG
HECA PR ~ RS EE N it e B R - R RS TR A - bR
i S (2006 ) RIS LR EE A A S E A L A - Balsiak
KB ER A - DLI6 AT A LB E A & 1977 88 B R ¥ 52 - BFYCRE SRR » At
e ARV A A A A] o Ry« AREH ~ REEL s ~ DBREE - fTRER -
EREIT R ~ JUSEIT R ~ NEATR ~ ik ~ 2 AR ES U + HWT9eRss
B ZEAfE B EEEEME T R - AR  EO - F - MBI
R J R BT O PR SR -

ARG B R E R 1  Redfern (2002) 35 » NAOBIEAEE LR
B g AR BLAE T B RO RTRE T Ry 0 R B L S A S At
G TR - R RTFMGR - A B R o T SR A AR S
HEMHEZIC » fEEWEEREEE TR - BRI LBk T 8
Z o HEE B HE R A0y B R B R A R BT - IRERAD R FE R RE
FEMEZEIER (BRESH » 2004 5 Blessinger, 2002; Chelton, 2002) » #t 5% T
TEEEAYITRG - BCRIARMETR - f8 ~ F0 - HHE - [az - EE - 8/ -
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FEA ~ MR A S FE (BREME - 2012 5 ZIERBA > 2001 5 Chelton, 2002;
Grosser, 1987; Ostler & Oon, 1989 ) - fHESCEFEH - WILERHA TR > mfaEE |
RE BB RN G - EELAE A BB R R A A ~ AERYIREE
Rl EIRBEL - IR TR (MRS - 2006 5 FERETE - 2011 5 Rafaeli
& Sutton, 1989) » 55— /5T » MIEEE AL BIRE T - IS e 8 NH
fil 3 2 O P S AR A S+ B A TRE g A FE A AL - Kt - i
RAEZC B BE R B o33 & 2 R TRy » RIRTRE S SR A BN B L 252,
% > PR EEEE S ZHE (REF » 2006 ; Blessinger, 2002; Sarkodie-Men-
sah, 2000; Shuman, 1989) - [K[ft » A JL[EHEEFEEEREEES ARG -

=~ WhFER B E it

LLRERFE TR ~ PRSE LR ~ BFSEEIS ~ BHSRE e B Rt R B T X Rt
e -

) Wtseiik

AHTeER R PR Rk - FELURSE AR A LB EH s M EE 1T Ry
FERL C EEEI SRR o R PR R R IR R - AR SZE 3 A B A LA
AR - [FIWRF - JRREGERIER A A BRI BFEEEE (Flick, 2002/2007) « ik
S R E IR A B R < E R AGE - HEE B HRTEIT R RE
Thie—E(E A EBIRER - FoRE T RIS SR - PR AR B R RERE
FHZBURBLERDUE - KR A = CR B R R A T ST -

ST R PR EERRRAT - WFZEE SRS SO RS A5 SR B e H Y
BRI - MRS BEAREAZ R - SRS A B T Y%
ARFEEE R R - 5L - EEITIER - WIEE ISR - Bk
HIRSZENRE Bl ~ BOEME - BEREEENEERAESE - EEET
TEFEE ~ EERG TIERNAESHEE - DIrsGaianmE e s&88 - 1% - if
FEHE ML B T SN E RO AR 2 IR 2 R A S 2 BT
B —THRE A A EE S B 8 2 IR Refn] 2 i AN frr Bl i FRE S R 2
FEIE - DR B i S R FIEEE ] - LA - 5B A
BRSCR PR IR RE A A - 0 T T HARE ~ BB - RS R E R
F o THEREEEAYREEE T2 AR fEE A ERN R EEE T S
% BRI | > TIUTRMVAEE ) T A REORIEEE ) F (MaES
2006 ; Blessinger, 2002; Chattoo, 2002; Shuman, 1989 ) ° HMZEHEEE » DI
HRA Y Bn It RERE - 55 - R E MR T AR R RRE R R T
R BB A8EE » SR H A AR 5 (IFfE] ~ sthEh) 2 3SR 2 FHER 2 K
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IKIZMHT 2 e MRS REIRRSZ Rl 2 ANfRIKIE 2 - FELIIA T FIRERE A B R 221 T
FoBURN LSRR - DURSZEE B T TERE RS SRl s -

() WF9EE 52

ARFFEER VLU (purposive sampling ) /5o » EEFREHE —HRaE# ik
B ALEEEREEAR - HUOAEARBMEEE OB S KE » HEEEpt
FeH o3 A ARIRRER B L O AEE o RyBURRF SRR IR 2 52507 - H9eE e
20124£9 H - A T BISRIE A 2 B AR P AE T R L (2008) ZIEIHEE A
§k - SR EEILES ~ A - AR A E SRR AR R HREAR 0 S
AT bk - BHEEEESE - TS LIEE R AR - VI
TR R B R T FERARREE - S S A R - [FINY
WF7EE R AR ANRBAGR - DUEE SIS M 25 B i 2 S e 35 B i R B
EZHGEER - A REEEERST 0 FEEEHE SRR
BN o FERERDAR B - TG B — 0 B 5 4 BRI R U R R B 3
Bh o NGEEE I - KRG KB R A SRR A -

AWFFEREET AR 30N A E ARG AR B - fEZahE R HE - FHa L2601
1587% » BMEART » 1513% - fEAEBRSTIH » SZafifE Bl (K& Ry 26 5% » i
Ry 635%  SPHIFEEE R 41 5% 5 Hh > 215 E 305 & A4 A 0 1513% 5 31 E40
B et H 14N » 1547% 3 A1 BS505EFAS A - 1517% 51 60%ETHOA -
1520% 5 61B%LL B 1A » 453% o 152300 BB - FREH &N ER R
FrsgHata 20 A @ 187% @ WEmEPEBEEE S A ~ REAKH PR
T2l A MHER4 AR EE & AR R AT » 1513% - BEREHE]
A o WHFEATRE L HEEZE3 A -

ENTEEFEREGFE I - RIEER1F - mEE R39FE - Hib o IjE
FEER 1 ESEHSAL > 4527% 5 6 E 10E3F 1207 » 1540% 5 11 E15FEH S5
1517% 5 16 R 204FEF 1L » 153% 5 21 8F R 25FH 347 » 1510% ; 1f 36 2 404F
FAL 0 153% - ZEARIEZ300MEEE » /3R EEEILES ~ ik~ Mg
AIEEER - BEEEICTHIEERE  FrAbT LB B I A o)
i (S B ZEEEE) - SRS CULR RIS (S EmHEIF UL )
BEHTHEIN bR RS - FfR i EEE - FEERE R ~ R
e~ EHETIOTEIEAE RS - Kb H27 RN A ILEEE 0 3AHIAR
BRRBEEE - FrAsiifE BN TERNS S REERG - Saiilkgias
ERBEE - 1A RS A ILEEF R A JJE A — » FEr 8 BIA
FRBITTIEC ~ # H DU HERS SR -
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B e E i
Wrge G SeIRHR B RS SR - B AHRR B R Y R A & - RS LIS

COREERAAM - ISR BT R AR EOR o R WA AR R
ETRERARI B By N R - MR B AR T IEAGAERRT - B 201247 10 H 1)
HEE 3 R M B R R s B BT TRPET ST o FRN RT3 B
AR ERRE - STRETS R HASERBIE TR » W8 Ins FIRRET e L 3K
AAAHEITIERGGFR o RIS TERYFh RS RN B SR A (EIE - R LAHSEEIR
5 AN ABRRERIR S AT R o IEZELRRAY BRI AT Ry 2012 47 10 H vy £ [F] 4R
11 H ) AEEITRRR L AT - WFFeE S ST SE H A - FELIERE & T
A HIRE R TR - NIRRT BRI R - 10 SR B IIRARRIRE [ Ry 90 22 120 70
B[R FEECRZHIERBREESE - DA CERREE T F - 173
AR - WFFeE i R AR IS P B SR B I IR0 » S A R T AT
Fe » DEEsZanERese s i H FRall s g Oy RERE: -

() A J BB A

W9 B SRR R A BB S R SRR AR ZEE TR e R IE iR
R o T RHTRC BB LIER - R ER R &R - 5%
BREPNREEEENZE - LB 2 E MLAMERL - DR ik &kt
FIERENE - & » IHIEEEM B AR B E (grounded theory) Jiik » #GEBALGR
15 Copen coding ) ~ EHli#HIE (axial coding ) ~ ARG (selective coding) T —
flEl g AR ATHRASERE - R SRR RER AL T LA AT iR AR (Strauss & Corbin,
1998/2001) » #5 £ » WHFeH SL 2 7 FRE o T el sk Sy e 1T B M A
5 - HH 2 BT PSR - BASE T E E RS - AHEREL SR AR
WA - 3% » W E ST ERARGS - 007 ~ FLi - BRAEIRER - R
SO B R EO A < IR AE AR » MR e R B B AR - DU
TS s B A RAEE YRR BN B A S FE R SR RTERI N - i
FEBE RN X AR - R R TR - 21 - W5 E IR
fRE - ESFOEERMEARISAY IR R - RS A EHUARI T HA T EIES: - 98
DRI Z I » 539b » ARIFSE7RHE B 2 BRI 5 28 Ak At A
R DHERA RS HARMAAEREE - MEEEEEN 20t - it

FotRAESZHAERSAL - ARWTFELUCIEIR 2RI - IKIR 30 M2 & 55
ARAIIRFTE] - PG T LOT E L30 FHE - FEASL T - WISt E iSRRI
BRGIEET o DUMETSR. - SRR E sk < B B By - AAER 37T ) gk
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IR - LAESR O BURB TR o B rhm i R arE 2 a5 (s & Bk i
W% o B4 (1L03 : 17, 14-38; 18, 1-11) » FIRILESIFNE - (R23HE L03 23k
BERE 1TEHFE 141TE381T » LIRS EES 11TEE 117 » A SUERTH
RN ER TR LA —EREE R E T H B - IR ELLO)
ORI R FRRR A o

P9~ WEFERT R

ATASCRREE Y » $RETTIRERE S ARG - S A GE S PrabdE e -
ST RTRERE S < B R BT TR T R %E R (K. Smith, 1994) » ARFSE
MRIE AR B TH 2 MR ST h - SRETER R SR - AR T T ARITT
Ry o~ B EEHIIT Ry o T B IR BRI T Ry o~ T AVE I B R e B
BRHIIT Ry o~ TEROEERIT R o OB R R S B TR - H
tho LH R EERIE E SR o (B ERETE E T R TR TRl
HIELE BB RTREA WAL E R RRET T Ry 3 JEAATR © DUN 23 IR S | /< e
MIRERE S 2 AT R R -

() AT T Ry

TEARTRE - P88 A5 Y EE T B ARES - HWET Rl R
FEZRMEEE S AN RIS ~ R0 ~ eEifE - i MiEE e
FITHEE  WIE - BN  ABSREETEIG A S B A TR - FERE B
A FREMEZESE - S5h » VG REIAFERZEY - B A EIEHT A EEE
SRR ST Ry ~ R IR FRE O B S A S TRy o kil
EPFEREEANEE B AMSE - AT -

1. BGERE

YR BN - H BN RLE T Bee M A IR S
1Tk o BTy R RREEE B - BTl nl A - FEEERWR - 18
WE PR R B M AR B ESE SRR E R EEE o KA
PEEIEERE DS - BERE BRCE/rRE ~ MSRELEM: - ANL03 S L28F2 ¢ :

TR E(REFEE) B WM BB WM K~ ~FEBTR

wAER -FE MM -HEeRELE: - EEE - NGTERE - S H

mEHAE  RHES NIRF % BB FEARAFEW

By o RBBMBENARFEEE o, (LO3: 17,14-38; 18, 1-11)

" (FOEFEE ) RBER > - RRKE - H—R(EFEE) FH

RER(EE)HR - BRI (FLEFH )ET (BRETE) BT E

(TEE) o (R)BE-€FET - THEREHLTAT o5 (L28: 21, 30-

31,35-38;22,1,5-6,16-18)
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2. AEERFZESAYRE S & BE AL R

AT » 31 25 R85 & BB A BEIRSEIEIR H B S R G S -
5 A A ERAE S ERERIR - sREHEARDUA TS, - BIg A AR
JE - S35 - MAERAE AR A EEEE S NBEELIE 2 - HUE BAE B R
WO EZEEAN T IRAIKSZ © ATL14 Fit -

"o (B &) THMHE > - HKRKEANE > BT RAMT - T - gk
o REM—TfE% > FHWARZTT o1 (L14 1 16,23-33)

3. AR AFESEER

AWFEZ 18152 HE TR - H SRR B R AT - R R L2 R
HEEX B S — B - 80h TR B RS RELE N - SIaE BREE
THELER » {E0R5 e PH st AR DL 5H S - LO6 B L19ERHHANTT

"G -BEWR NI RRBETE -HRE R AR R (FEE)
ETTx > o ANBE—E (WEERR)BRHAE > - (REET
W) EIEE & R B M R o RV o (106 ¢ 14,12-25)

Tokitty MW T > MRAF K- ADAPRER-R-DR I TwEZE
e, (L19:13,13-18)

IEAh o IR 3Nz E RN - B EE HHEE RS 0B S AU - A8E
BN HANGE S R T 2 AR M RIR R ARIARKE ~ IEEMA
M E S RS 1T R o BIL - 88 8RR H R )] - 15Z85E
L1775 :

T—BEHEE 28 (e )BREER WEE  th(EE )R HE-
REEME oz - — 2 - B A - (F3EF) BBFAK
o MBET o REF - FEE o BEBRKANER - T RREM
BRIMFEE - X TRATTER Mt (BERF) RS -
BA--iK o (L17 ¢ 2,32-40; 3, 1-3,7-11, 18-21 )

4. ERAHHIRE
AWIFEE TR52H5% - R R S R R R D3 RS

FRl - EEE AN S RYBAERS - BB - B A SrvEis - 5
B B FOAIR - S BRENTREESR - L04FR K -

T(ZWef® ) Wl FHR- R - THRERAF - ATHTER
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An Exploratory Research on
Deviant Behaviors of Problem Patrons in
Taiwan’s Public Library

Chen Su-May Sheih

Abstract

Patrons of public libraries are more diverse and complex than those of other
types of libraries, implying potentially more unexpected and difficult situations.
Negative emotions such as frustration and anxiety are generated among
librarians when they must handle problem patrons, an effort that may influence
the work efficiency of librarians and their physical and mental health. This
study conducted a semi-structured in-depth interview, using public service
librarians in Taiwan as subjects, to explore the categories of problem patrons
and their behavioral characteristics. According to the results, the behavioral
characteristics of problem patrons can be divided into 6 categories: interfering
with others, violating library regulations, influencing library works, improperly
using resources and facilities, breaking laws, and exhibiting a psychological
disorder as well as violating social norms. On the basis of the research results,
this study offers suggestions for future reference when public libraries must
handle problem patrons.

Keywords: Problem patron, Challenging patron, Public service librarian,
Public library, Public service

SUMMARY

Every type of libraries would have to deal with problem patrons more
or less. Compared with patrons of other types of libraries, the ones of public
libraries are with a more diverse and complicated nature, possibly causing
many incidents and situations that are difficult to handle. Problem patrons,
such as criminals, vandalists and harassers, might engage in behaviors violating
laws, social ethics or library regulations, or have disturbing behaviors causing
other patrons’ unpleasant or uncomfortable feelings, thus affect others’ uses of
libraries or interfere librarians’ administrative practices. For maintaining orders
in libraries, librarians need to manage to cope with those situations, thus might
have negative feelings of frustration and anxiety. In addition to affecting one’s
working effectiveness and health, the negative emotions might be reflected in
the interactions between librarians and patrons, thus having a great impact on
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the service quality. It is fair to say that problem patrons are one of the important
issues in practices of public libraries.

The issue of problem patrons has been around for a long time. However,
few studies of library and information science in Taiwan have addressed the
types of library patrons and their behaviors. Relevant empirical studies focusing
on public libraries are even fewer. Therefore in this study, the semi-structured
in-depth interview method was adopted to collect empirical research data on
behavior types of public libraries’ problem patrons. Through purposive sampling,
the researcher recruited public library staff who provided public services, had
experiences of dealing with problem patrons, and were willing to share their
personal experiences with the researcher. Through personal relationships, the
researcher contacted by phone her familiar librarians working in public libraries
across Taiwan, and asked them to invite qualified colleagues, for enlarging the
samples of this study. 30 librarians providing public services across Taiwan
were recruited as the participants of this study. One-on-one semi-structured in-
depth interviews were conducted during the period between mid-October and late
November in 2012, for understanding librarians’ actual incidents of encountering
problem patrons, and the behaviors of all kinds of problem patrons.

Based on the results, problem patrons’ behaviors described by the librarians
could be categorized into six, in the order of participant numbers who reported
related incidents, including behaviors interfering other patrons (30 participants),
inappropriate uses of library resources and equipments (28 participants), law-
violating behaviors (25 participants), behaviors affecting library practices (24
participants), psychologically abnormal and socially deviant behaviors (24
participants), and behaviors breaking library regulations (18 participants).
Characteristics of the six types of behaviors are described as below.

1. Behaviors interfering other patrons are the most common, mainly
including making noises, having untidy appearances or bad smells, and having
quarrels with others. Other behaviors include having indecent postures, staring at
other patrons, overly intimate physical movements, consistent coughing without
wearing masks, and unpleasant accosting.

2. Inappropriate uses of library resources and equipments refer to vandalizing
library resources and equipments, such as cutting off coupons and appendix from
newspapers and magazines, occupying hardware equipment, like seats, lockers
and restrooms. Patrons who occupy seats are mostly students having exams, and
patrons who occupy restrooms are majorly homeless people. Other inappropriate
uses include overly taking free library resources, purposefully making a mess
in libraries, hiding and occupying library resources, and browsing pornography
websites using public computers.
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3. Behaviors violating laws mainly involve stealing, including stealing
library resources and stealing other patrons’ personal belongings. In addition,
some interviewed librarians reported that they had handled incidents involving
other patrons being molested, sexually harassed, peeped, or physically assaulted.
Other incidents include using drugs or breaking into library buildings.

4. Behaviors affecting library practices mainly involve harassing librarians,
such as frivolously accosting or staring at librarians, thus causing the librarians’
uncomfortable feelings and awkward moods of serving readers. Other behaviors
include lying on the floor at will, or using library resources and equipments
without librarians’ permissions.

5. Psychologically abnormal and socially deviant behaviors mainly
include uncontrolled yelling and consistent murmuring. Other incidents include
destructive behaviors and persecutory delusions. From this study we can see that
generally speaking, most librarians do not have sufficient medical knowledge for
verifying if the patrons have mental illnesses.

6. Behaviors breaking library regulations mainly refer to eating in prohibited
areas, or bringing drinks and food into libraries, using invalid identifications,
dressing inappropriately, or bringing backpacks into prohibited areas. On account
of varying regulations of different libraries, each interviewed librarian has various
experiences. If patrons have a strong attitude stating their unwillingness to follow
library regulations, they are more likely to become problem patrons.

The researcher of this study is hoping to deepen library supervisors and
librarians’ understanding of types of problem patrons through the study results.
Several suggestions are offered below for the reference when public libraries are
enhancing their public services.

1. Based on contemporary social and cultural regulations and trends, make
regulations and punishments of reasonable uses of libraries that are timely and
in accordance with social and cultural norms, and make these regulations and
punishments well-known by library patrons, for lowering frequencies of readers’
deviant behaviors.

2. Take the needs of patrons seriously, and provide according services.

a. Plan independent reading areas for children and young adults that
meet the needs of their mind and physical developments. Base on experiences
reported by public libraries around the world, with the teamwork of librarians and
volunteers, provide schooling children with tutorial sessions or reading guidance
services, for helping disadvantaged families take care of their schooling children,
and for developing the children’s habits of using libraries.

b. Take seriously the needs of homeless people and provide public
services, such as offering library use and information literacy classes to teach
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them how to use library resources. In addition, through career information
services, homeless people who have needs of finding jobs can learn to write
resumes or application documents, to acquire relevant computer skills, and to
gain information of job vacancies, for landing jobs. Public libraries can build a
close partnership relationships with social welfare or medical institutions in the
neighborhood, for referring homeless people in need to receive professional help.

3. Make standard operating procedures and emergency coping strategies,
for lowering negative influences of problem patrons on library practices. Public
libraries should outline in details the basic principles and appropriate actions
for dealing with the incidents or emergencies caused by problem patrons, for
the reference of librarians who provide public services. These in-advance
preparations can help ease librarians’ negative emotions. They can also prevent
problem patrons’ deviant behaviors provoked by librarians’ unpreparedness. In
the end it is hoped to lower negative impacts of problem patrons on libraries’
operations and practices.

ROMANIZED & TRANSLATED REFERENCE FOR ORIGINAL TEXT

Flick, U.(2007) » & Mot %2 S (FEE ~ BAGE ~ MEFEE) - e - 7rd - (&
A 2002 4F ) [Flick, U. (2007). Qualitative sozialforschung: Eine Einfiihrung
(Cheng-Hsien Li, Chih-Heng Liao, & Ching-Ju Lin, Trans.). Taipei, Taiwan: WuNan.
(Original work published 2002) (in Chinese) ]

Nolen-Hoeksema, S. » Fredrickson, B. » Loftus, G. ~ Wagenaar, W. (2010) » wrp 2 (fE
IEZF ~ HER ~ N ~ B igimeg ) - oAb « Jrinikpg a2 E - (TR
A 20094F) [ Nolen-Hoeksema, S., Fredrickson, B., Loftus, G., Wagenaar, W. (2010).
Atkinson & Hilgard’s introduction to psychology (Cheng-Fen Wei, Yi-Min Tien, Ming-
Chou Ho, & Chih-Hai Kao, Trans.). Taipei, Taiwan: Cengage Learning. (Original work
published 2009) (in Chinese) ]

Strauss, A. » Corbin,J.(2001) » HH#F RAT] : RRILHHF 7 5 (REE - BIIEE) -
FaFa WA - (JFEF AR 1998 4F ) [ Strauss, A., & Corbin, J. (2001). Basics of
qualitative research (Chih-Yi Wu & Mei-Hua Liao, Trans.). Chiayi: Waterstone. (Original
work published 1998) (in Chinese) ]

JEE(2015) » TE2F 3 E 4 BB AR5 ST A » 858 H http:/dict.revised.moe.edu.tw/cgi-
bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000045714 [ Diaonan. (2015). In Ministry
of Education chungpien kuoyutzutien hsiutingpen. Retrieved from http://dict.revised.moe.
edu.tw/cgi-bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000045714 (in Chinese) ]

EREE ~ FROCEE - PRBHE ~ IRARSE - BREEE (2004) - 32 8 (BETHR) - B - B8
24k - [ Wang, Jenn-Wu, Lin, Wen-Ying, Lin, Hung-Yu, Chang, Yu-Wen, & Chen, Hsueh-
Chih (2004). Xin li xue (Rev. ed.). Taipei, Taiwan: PROED. (in Chinese) ]

REF (2006) - FHNRE AR EFEE - 2k 2 B T4 > 24(2) » 45-53 = [ Song,
Sheue-Fang (2006). The study of users services and problem users for libraries. Bulletin of
the Taipei Public Library, 24(2), 45-53. (in Chinese) ]



342 Journal of Educational Media & Library Sciences 53 : 3 (2016)

PREESE (2005) ° R B T A F ~ ek 58 & AR M EHIRF RV E -G —
BRI A B By CRIEBBGZIE LGRS0 - BINL5E FOAERT T 3 Bl il & BTS2 A -
3 ° [Lin, Wan-Ying (2005). The influence of employees’ self-esteem, emotional
labor load and jaycustomers on service sabotage — Taking front-line nursing staff as an
example (Unpublished master’s thesis). Graduate Institute of Marketing and Logistics/
Transportation, National Chiayi University, Chiayi (in Chinese) ]

MRS (2006) © & 3b3bz 235 8 & 5 P H R B2 At R (ORI IR0 - BITIE
EABEEENEYIZEAT - &4k o[ Lin, Shiang-Chang (2006). Taipei diqu gonggong
tushuguan wenti duzhe chuyu zhi yanjiu (Unpublished master’s thesis). Graduate Institute
of Library and Information Science, National Taiwan University, Taipei. (in Chinese) ]

RRE (2015) ° TR A 3R E 4% B A RE TR o 2 H http://dict.revised.moe.edu.tw/cgi-
bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000162442 [ Wenti. (2015). In Ministry of
Education chungpien kuoyutzutien hsiutingpen. Retrieved from http://dict.revised.moe.
edu.tw/cgi-bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000162442 (in Chinese) ]

(5] 5% [ 75 i [ ] T i R A A SR (2008 ) © B & 47 & 4% o M5 http://libstat.ncl.edu.
tw/statFront/a_libcatalog/search_map jsp?searchType=mapé&level=1 [ The Library Survey
& Statistics System, National Central Library. (2008). Tushuguan minglu. Retrieved from
http://libstat.ncl.edu.tw/statFront/a_libcatalog/search_map.jsp?searchType=map&level=1
(in Chinese) ]

FFIHEE (2003) o 22 FE 1R AR IR ISR ERAT - B = k@ E 4 28 ot T - 93)
53-65 ° [ Shu, Shr-Ying (2003). Gonggong tushuguan nei de youmin wenti tanxi. Bulletin
of NCL Taiwan Branch, 9(3), 53-65. (in Chinese) ]

BREE N (2004) X2 B & 45 B A2k % 2 9 8 CRIBARGZ BB 3w 0 ) » BN 2298 K 22 [
EZENEWIFLAT - 56T o [ Chen, Wei-Han (2004). Daxue tushuguan wenti duzhe
zhi yanjiu (Unpublished master’s thesis). Graduate Institute of Library and Information
Science, National Taiwan University, Taipei. (in Chinese) ]

BRFEME (2011) - Pl AR B 1 SRR R 22 S8 S R 55 1 s B it e — DL i st s
CREEERE ] o B EHMEHE 0 6(1) 0 31-67 ° [ Sheih, Chen Su-may (2011).
The effect of individual differences on emotional labor among university circulation
librarians in Taiwan. Journal of Library and Information Science Research, 6(1),31-67. (in
Chinese) ]

BREM (2012) © FiEEE B T JEEEE < KRS i 7E— UK BB B E A R ] - 8 & K 3R
5% 0 7(1) > 85-127 ° [ Sheih, Chen Su-may (2012). An exploratory study on coping
strategies of confronting difficult patrons: The case of university circulation librarians.
Journal of Library and Information Science Research, 7(1), 85-127. (in Chinese) ]

BEFEHT (2011) o 322 (PUSR) » HAEHT @ 03 - [ Yeh, Chung-Hsin (2011). Xin li xue (4th
ed.). Taipei, Taiwan: Psychological. (in Chinese) ]

PRI (2001) T FHHE B TIFREE BT R R 38 - £ 58 » 48 » 53-64 ° [Liu,
Tsai-Chiung (2001). In view of book circulating work to see librarians’ stress and coping
strategies. Shuyuan, 48, 53-64. (in Chinese) ]

Wk (2014) - BREIMIZEERE HEREIRGS - & 4w % » 115 28-31 < [ Pan, Yun-Wei
(2014). Taoyuan Public Library, shuxiangwei geng nongyu. Book Boom Magazine, 115,



Sheih: An Exploratory Research on Deviant Behaviors of Problem Patrons in Taiwan’s Public Library 343

28-31. (in Chinese) ]

FERETE (2011) « Frcn® £ o Frdbili : B2 K& < [Lai, Hwei-Der (2011). Guanli
xinli xue. New Taipei City, Taiwan: National Open University. (in Chinese) ]

HCHE (20064710 H 23 H ) i RECHAR B EFE VR - A & iR - 5258 H http://news.
ltn.com.tw/news/life/paper/98544[ Hsieh, Wen-Hua (October 23, 2006). Youmin huanying
lai tushuguan xi pengpeng. Liberty Times. Retrieved from http://news.ltn.com.tw/news/
life/paper/98544 (in Chinese) ]

HERE (2015) « TR H 40 F 4 BB A5 ST A - M58 H http://dict.revised.moe.edu.tw/cgi-
bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000057121 [ Nanchan. (2015). In Ministry
of Education chungpien kuoyutzutien hsiutingpen. Retrieved from http://dict.revised.moe.
edu.tw/cgi-bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000057121 (in Chinese) ]

BEZSHE(2012) c BRI FHAA R E 4 S BB (RUMRZE SO » HEL
KEFEDEHEE R » Bk  [Jao, Tzuhua (2012). The effects of jaycustomers on
tour leader’s emotional labor (Unpublished master’s thesis). Department of Tourism
Management, Chinese Culture University, Taipei. (in Chinese) ]

B (2015) ° TR F 3 & 4% B 5 53T R o BeZEH http://dict.revised.moe.edu.tw/cgi-
bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000029712 [ Manheng. (2015). In Ministry
of Education chungpien kuoyutzutien hsiutingpen. Retrieved from http://dict.revised.moe.
edu.tw/cgi-bin/cbdic/gsweb.cgi?o=dcbdic&searchid=Z00000029712 (in Chinese) ]

Blessinger, K. D. (2002). Problem patron: All shapes and sizes. The Reference Librarian,
36(75/76), 3-10. doi:10.1300/J120v36n75_02

Brashear, J. K., Maloney, J. J., & Thorton-Jaringe, J. (1981). Problem patrons: The other kind of
library security. /llinois Libraries, 63(4), 342-351.

Challenging. (2016a). In Dictionary.com. Retrieved from http://www.dictionary.com/browse/
challenging

Challenging. (2016b). In Merriam-Webster Online Dictionary. Retrieved from http://www.
merriam-webster.com/dictionary/challenging

Chattoo, C. D. (2002). The problem patron: Is there one in your library? The Reference
Librarians, 36(75/76), 11-22. doi:10.1300/J120v36n75_03

Chelton, M. K. (2002). The “problem patron” public libraries created. The Reference Librarian,
36(75/76), 23-32. doi:10.1300/J120v36n75_04

Difficult. (2016). In Merriam-Webster Online Dictionary. Retrieved from http://www.merriam-
webster.com/dictionary/difficult

Ezennia, S. E., Onwura, E. E., & Onyekwelu, V. C. (1996). Antisocial acts in libraries: The
Nnamdi Azikiwe University Library’s experience. Library & Archival Security, 13(2),
19-31. doi:10.1300/J114v13n02_03

Grosser, K. (1987). Burnout among librarians and information work. LASIE: Library Automated
Systems Information Exchange, 18(2), 32-41.

Jeronimus, B. F., Riese, H., Sanderman, R., & Ormel, J. (2014). Mutual reinforcement between
neuroticism and life experiences: A five-wave, 16-year study to test reciprocal causation.
Journal of Personality and Social Psychology, 107(4), 751-764. doi:10.1037/a0037009

John, O. P., Robins, R. W., & Pervin, L. A. (Eds.). (2008). Handbook of personality: Theory and



344 Journal of Educational Media & Library Sciences 53 : 3 (2016)

research (3rd ed.). New York, NY: Guilford Press.

Johnson, D. J. (1996). Sexual harassment in the library. In B. McNeil & D. J. Johnson (Eds.),
Patron behavior in libraries: A handbook of positive approaches to negative situations (pp.
106-121). Chicago, IL: American Library Association.

Ostler, L. J., & Oon, J. T. (1989). Stress analysis: A case study. College and Research Library
News, 50(7), 587-590.

Problem. (2016). In Merriam-Webster Online Dictionary. Retrieved from http://www.merriam-
webster.com/dictionary/problem

Radel, S. (1979). When the welcome wears thin. Connecticut Libraries, 21, 31-33.

Rafaeli, A., & Sutton, R. I. (1989). The expression of emotion in organizational life. Research
in Organizational Behavior, 11(1), 1-42.

Redfern, B. (2002). The difficult library patron: A selective survey of the current literature. The
Reference Librarian, 36(75/76), 105-113. doi:10.1300/J120v36n75_11

Sarkodie-Mensah, K. (2000). The difficult patron situation: A window of opportunity to
improve library service. Catholic Library World, 70(3), 159-167.

Shuman, B. A. (1984). River bend revisited: The problem patron in the library. Phoenix, AZ:
Oryx Press.

Shuman, B. A. (1989). Problem patrons in libraries: A review article. Library and Archival
Security, 9(2), 3-19. doi:10.1300/J114v09n02_02

Shuman, B. A. (1996). Down and out in the reading room: The homeless in the public library. In
B. McNeil & D.J. Johnson (Eds.), Patron behavior in libraries: A handbook of positive
approaches to negative situations (pp. 3-17). Chicago, IL: American Library Association.

Simmonds, P. L., & Ingold, J. L. (2002). The difficult patron in the academic library: Problem
issues or problem patrons? The Reference Librarian, 36(75/76), 55-66. doi:10.1300/
J120v36n75_07

Smith, K. (1994). Serving the difficult customer: A how-to-do-it manual for library staff. New
York, NY: Neal-Schuman.

Smith, N. (1996). Active listening: Alleviating patron problems through communication. In
B. McNeil & D. J. Johnson (Eds.), Patron behavior in libraries: A handbook of positive
approaches to negative situations (pp. 127-134). Chicago, IL: American Library
Association.

Willis, M. R. (1999). Dealing with difficult people in the library. Chicago, IL: American Library
Association.

Chen Su-May Sheih ORCID 0000-0002-4586-1299



	311-337.pdf
	338-344
	ADP12D6.tmp
	Journal of Educational Media & Library Sciences
	http://joemls.tku.edu.tw
	Vol. 53 , no. 3 (2016) : 311-344




