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THE LINE BETWEEN 
SERVICE AND SAFETY

Library workers exposed to inappropriate speech or conduct by members of the public 
might wonder if what they have experienced is “actual” harassment or “harmless” 

unwanted, miscommunicated conversation – how can they assess these situations and 
effectively respond? Where is the line between patron-centered service and personal 

assertiveness, comfort, and safety? How can we firmly establish a culture of civility in 
our public spaces for everyone? This presentation will include research into these issues, 

the results of a statewide survey, and practical tips.
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