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On the Readers Rightsin the Lending Service Failure
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[Abstract] The service failure means the service doesn't meet the customer's evaluation criteria. From this
point of view, the service failure is a general and universal problem in library services. According to types
of failures which readers meet, the lending service failure is divided into the process failure and the result
failure. The both types of failure could result in the damage of readers' rights, such as restricting the
readers' lending rights, damaging the readers' property rights and increasing the time cost. In order to
avoid offending readers' rights , library should implement the service commitment system, set up the reader's
complaint system, normalize the lending service, and protect the readers' rights effectively.
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