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discusses guidelines for creating a security program, how to document incidents,
and communicate with security personnel.
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Building Strong Workplace Teams. Chicago: American Bar Association, 2016.
Rikleen’s book studies the behaviors, skills, and faults of Millennials (1979-2000 birth
years), especially as related to working with Baby Boomers and Gen X. Her goal is to
help the different generations understand each other by examining the impact of
their behaviors in the workplace, while also dispelling many of the negative
stereotypes prevalent in popular media. Millennials will become 75% of the
workforce by 2025, meaning they are increasingly your library students, customers,
and coworkers. This book suggests practical strategies for strengthening
intergenerational teamwork and relationships. These concepts can be translated
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needs and habits of younger generations.
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ed. Jefferson, N.C.: McFarland & Company, Inc., 2004.
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Willis, Mark R., Dealing with Difficult People in the Library. Chicago: American Library
Association, 1999.
Willis advocates learning and utilizing strong communication skills offering very good
guidance for policy making. This book is a hands-on guide to solving and managing
problems that pop up when dealing with patrons.
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doi:10.1037/a0031313.
Matteson, M., S. Chittock, and D. Mease. “In Their Own Words: Stories of Emotional
Labor from the Library Workforce.” Library Quarterly 85, no. 1 (2015): 85-105.
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This short article provides quick tips on how to handle patrons.
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