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An in—deep look at the management of user service in libraries, Include
topics such as users identify; Patron behavior in Libraries; what are the
issues and how to deal with normal users and special users, Library service
philosophy, and quality service management, electronic reference resources
and services,
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Understand the opportunities
and challenges of library
services in a networked
environment
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RUSA (Reference and User Services Association). (2003). "Professional
http://www.customerserviceexcellence.uk.com/
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