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Presentation Notes
JA:
Hi, my name is Judy Ahronheim and this is Karen Reiman-Sendi. We both work at the University of Michigan, supervising people whose jobs involve helping users get to full text resources when the automatic system isn’t working properly. We’ve found that working together provides a synergy that is a great improvement over just one of us working alone and we’d like to tell you about it.

The electronic resources environment found in academic libraries has become incredibly complex.  Providing support and troubleshooting for electronic resources requires a wide variety of skills and knowledge, more than can reasonably be found in any one person. Collaboration between public services staff and technical services specialists can leverage the differences in staff skills, resulting in an improved experience for users. Using computer help desk software, we’ve developed a team approach to responding to problems users encounter when they try to access and use the Library’s electronic resources.�


Where We're Going Today

@Local e-resource
environment

@Troubleshooting
processes

- ®Recommended

. troubleshooting
JUIE

©Q&A
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Today we’d like to give you a short description of the electronic world in which we are providing service, show you the processes and tools we use in troubleshooting and communicating with one another, talk about the skills needed in various areas of problem resolution and give you a chance to ask us questions and talk with one another. OK are you ready?


PER YEAR

134,259 current unique
e-serials

211, 779 e-serials
including closed entries
and duplicate holdings
3,274,883 e-book
sections downloaded
9,195,922 articles
downloaded

Big & Busy

PER MONTH

190 avg monthly
problems reported via
SUMMON to reference
staff

104 avg monthly
problems reported to
Technical Services

LIBRARY


Presenter Notes
Presentation Notes
JA:
The Library collection is large, which means that we deal with a really big volume of e-transactions.
Last year we counted more than 130,000 unique e-serials in the collection. That count rises to over 200,000 if you include closed entries and duplicate holdings. We don’t keep a separate  count of e-books in the collection, but we know that last year over 3 million e-book sections were downloaded. During that same period, more than 9 million journal articles were downloaded.

As a result, even if problems are a small percentage of the total transactions (typically 2 problem reports per thousand searches), we can expect to see a high volume of problem reports. And we do. Public Services staff receive on average every month about 200 reports from our article discovery service, and this doesn’t include other outage reports, typically sent to email reference addresses  or reported by other library staff (not through the general reference service).

Technical Services receives a monthly average of 104 problem reports, many, but not all, coming via the Public Service desks.   So we’ve had a lot of practice dealing with problem reports. While your volumes may be smaller, the practices are still relevant when applied on a smaller scale.

How does this problem reporting process work?






Patron Reports Problem

“| can’t get the full
text of this article!”

“| followed the link to
this database, but |
got back a message
AT ey that I'm “forbidden.”
e ’ What’s up with
that?”
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As a person who provides help at our public service desks and via our online reference services, I can confidently say that our users of our online content are usually very successful in finding what they need.  However, given the number of resources we have and given the variety of methods our users can connect to those resources, most problems are not found by library staff.

In most cases, the problem reporting and resolution process starts with the patron. The user finds a citation, locates it in our materials/subscriptions/etc, and follows a link. When that link doesn’t work, in many cases, the user reports the linking problem to reference staff. The presenting problem report usually begins with the statement “I can’t get the full text!” That reporting step to reference staff could be face-to-face, could be online via IM service, could be an email to the reference service. I want to mention that the step taken by many users to report a linking problem is not one taken by everyone who encounters an issue. Given the research behavior of some undergraduate students (where they are doing some last minute searching for citations), a user may find a bad link and not report it, but rather will just keep looking for another possible source.


Reterence Statf Troubleshoot

@ Replicate/Report

® Determine
affiliation/Check
library account

@ Check
computer/Internet
Issues

@ Refer/Visit Library
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No matter what method users choose to report the problems they encounter, reference staff employ some basic steps to resolve that problem.  While I don’t have exact figures, I know from personal experience and some data points that most of the online problem reports from users come to our email reference service, where a pool of 15 reference staff respond daily. 

There are steps we use to assist users and I want to briefly recap those:
We conduct an interview to fully understand the issue (is this about *how* to connect or is it really an access issue?). We remind many users to connect to our resources via the library’s web site, ensuring proper authentication to our licensed content.
We attempt to replicate the problem on our end, with our equipment. If replication is possible then we share the problem report with Tech Services after we try to find an alternative source for the user. Because we have many aggregators we may be able to get to the content the user wanted via another vendor or access point. If that isn’t possible, we often suggest other resources that fulfill the same need or are similar enough for the user’s assignment. If replication isn’t possible, then we assume that the problem resides with the user’s library account.
We determine the patron affiliation. There are many cases when the user thinks they should have access, but their affiliation prevents off campus or out-of-the-library access (e.g. alumni). Working with circulation services staff, we can resolve the affiliation issue by correcting library account or confirming that user shouldn’t have access. For those users that do not have the proper affiliation, we try to offer alternative resources or services.
If the user account is fine, then the problem likely exists with the user’s computer or Internet access method. It could be that they are using a browser that is incompatible with the library resource OR that their location has a firewall that is preventing credentialed access. It’s important to note that many vendor’s mobile apps are not compatible with our library resources, so we try to ask a variety of questions to nail down any possible computer, browser, or Internet access issues.
If we still can’t collaboratively solve the user’s issue because of a local configuration problem, we refer them to campus IT help or to just come to the library to use the resource.

Bottom line, this portion of the troubleshooting process fits naturally into what reference staff do – we focus on question negotiation, alternative resources, meeting users’ needs, and exploiting a teachable moment in terms of library resources, access and technology.

And just to remind us all, of the 200 or so reported access problems each month, about ½ are issues that can’t be resolved by reference staff and therefore, are forwarded to Technical Services staff for additional investigation. 




Technical Services Staff Troubleshoot

Reproduce problem
Review error message if
any

Respond to reporter
Push to Outages kiosk
(public notice)
ldentify cause
Contact responsible
party for correction
Follow up as needed
Report when fixed
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When a problem is handed off to Technical Services troubleshooters, we apply our own analytic skills to the problem. We try to reproduce the problem and begin looking for clues to what is impeding the normal flow of the information transaction. We also respond as soon as possible to the Public Services staff to let them know we have begun work on the problem. We know they are standing somewhere face to face with an unhappy user and want them to know we have their backs. We also push the outage information from our ticketing system to a public kiosk. Then we start to look for technical clues: in the error message, in the structure of the transmitted search or the URL, or in the proxy information. We make sure the request falls within what we know about our licensed holdings, we check to see if payments are up to date. Then we contact the people we believe are the responsible parties to request a fix or a correction, whether it is in our own catalog, in a vendor’s data, in the proxy server, in our financial system, or in our subscription agent’s processes. Because we speak the language of these people, we are able to give a very specific and technical description of the problem and often to make specific suggestions for remediation. While all this is going on, the data we enter to document our efforts is automatically pushed to the online outages kiosk. Public Services will check this page before reporting a problem to us. This keeps us from receiving a large number of reports or queries when a major resource goes down. Instead of responding to multiple requests, we can spend our time fixing the problem. 

We follow up to check on the progress of fixes we have requested and will be assertive if we feel actions are not occurring in a timely manner. We are polite, but persistent. When a problem is finally resolved, we contact the original reporter directly as well as removing the problem post from the public view.

In Technical Services, four staff members are assigned to this work, each one on call one week per month. The other three weeks they focus on following up on already assigned problems. This work amounts to between 25 and 30% of individual job descriptions, but staffers know that troubleshooting gets priority over all other assigned tasks. 

We’d like to give you a short walk through to show what this process looks like and introduce you to the tools we use.


How We Do It

Staff access
FootPrints workspace
where we can
receive, initiate,
route, track and
manage “tickets” or
problem reports.
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Underlying the general process Judy and I just described is a technology which allows an almost seamless workflow. I want to point out that we collaborated on troubleshooting e-access issues for many years, but our workflow included sending and receiving many email messages between individuals in both the Tech Services and reference units. It was hard to keep on top of all these emails. 

To improve the effectiveness of tracking on e-access issues, in support of our users and our colleagues, we developed workflow about a year ago that is supported by a web-based helpdesk and customer ticket management tool called FootPrints. This IT helpdesk software is available from BMC Software. This ticketing management tool is a campus resource, but library staff maintain the server where our library workspaces exist. Each library support area or unit has a workspace on this server where staff can receive, initiate, route, track, and manage problem reports, as well as send communication to library users and vendors.

You may have heard of other IT help desk or customer management applications: Zen Desk, Zoho, Solar Winds, Jira.


O Mad cows
|’ﬁ. Save to "‘| by Wemer. GH MGet It

Favorites |

RECHERCHE |ssue 289. Date: 07/1996 Page: 7-7. Citation Online

Format: Journal Article (no full text online)
Genre: Letter
mare...

O Mad Cows
(fySavele | by STANJAMES MGet It

\—FAVOMES ) The Advertiser Date: 06/25/2007 Start Page: 79. Full Text Online

Format: Newspaper Article

Full text link not warking?
Please let us know.

..Mad Cows ** 1999, noon, Seven Mildly amusing British comedy with
single and confused Maddy (Anna Friel) who has just had baby Jack.
On the first day out..”

Genre: News

mare. ..
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The following slides are screen shots from our library web site and our FootPrints workspaces. 

Using the SUMMON-based library search engine to identify citations, users view a list of results. At the right of the results list, there is an indication of whether we have the full text access to the content or not. If we do have a subscription, clicking on the MGet It button will lead to that content. If that link doesn’t work, the user can report the problem by clicking on the “let us know” link.



Mote: Most articles included in ArticlesPlus are available only to members of the University of Michigan community

FPlease describe the problem you experienced when you clicked the "MGet It” icon to get the full text.

i) There was no article

i3 | gotthe wrong article

™ | ended up at a3 naage on the iournal’'s weh site_but not the aricle
i@ |was askedtologintothe publisher's site

i Something else happened (please explaind;

Additional comments about this problem (optional)

| logged in with my unigname before | clicked on the M Get It Iink.|

Your email address:

karsendi@umich.edu

M
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Which leads them to this form (created in Qualtrics). And why did we use an online survey software? Basically it is what we had at the time we moved to Summon and it allowed us to capture some data that could be sent as an email to our preferred email address. The form asks for some information about the problem they encountered and their contact information so that we can respond back to them about the reported problem. This completed form is then sent to reference services staff who monitor our FootPrints workspace.



Response Summary:

Flease describe the problem you experienced when you clicked the "MGet It" icon to get the full text.
| was asked to log in to the publisher's site

Additional comments about this problem (optional)
| logged in with my unigname before | clicked on the MGet It link.

Your email address:
karsendi@umich_edu

Browser Meta Info

Browser Firefox

Version 24.0

Operating System Windows NT 6.1

Screen Resolution 19201080

Flash Version 13.0.0

Java Support 1

User Agent Mozilla/5.0 (Windows NT 6.1; WOWE4; rv-24.0) Gecko/20100101 Firefox/24.0

Embedded Data
DocumentlD https:/fwww. lib.umich_ edu/articles/details/FETCH-proguest_dll_12938512311%7ctx_ver=239.88-2004&ctx
rit_atitle=Mad% :

S~
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The data from the Qualtrics form is routed to FootPrints, where reference staff can view the problem, the citation link, and the user contact information, as well as some browser information that was captured by the Qualtrics form. We follow our troubleshooting steps – can we replicate it, can we get the citation in another way -- and contact the user. And, if like in this case, it is truly a linking problem we then route the report to technical services staff.



Library Outages Totals

Open

Active

Closed

Request

Internal Solutions
Solutions

72
133
1780
0

0

0

Actions v @  Current search results *

Number = Pri
g oror 1
W 279
2795

2794

2793

Title

Numara FootPrints 9.5 a n

Welcome to Numara FootPrints 9.5

Featuring a new, streamlined interface. To learn how to best
work with the new inferface, please visit the links below.

New Interface Document
New Inferface Video
Learn everything newin 9.5

Global Tickets

There are no Global Tickets at thi

ArticlesPlus Problem Report Entered on 04/27/2014 at 20:42:06 EDT (GMT-0400) by Barbara Beaton: Hello! The UM Library's Ask a Librarian seiice

received a copy of your [more...]

ArticlesPlus Problem Report Entered on 04/27/2014 at 20:34:26 EDT (GMT-0400) by Lydia Anne Howes: Here's the journal's Mirlyn record: [more...
ArticlesPlus Problem Report Entered on 04/27/2014 at 19:51:04 EDT (GMT-0400) by Jennifer Brown: Hi, Thank you for contacting the Ask a Librarig)

email service with [more..]

ArticlesPlus Problem Report **An update was made to this Question based on an update made to dynamically-inked Question #92169 in Workspad »

Ask A Librarian*™ Hil The [more._]

ArticlesPlus Problem Report Entered on 04/27/2014 at 19:30:11 EDT (GMT-0400) by Lydia Anne Howes: Dear Charles Bayer, Your recent ArticlesH 1s

problem report [more..]

.-
- -
-~
L.

-

T

S
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With a few clicks the entire email thread is shared with technical services staff, still within the FP environment.  Assigned staff start their troubleshooting steps and record interactions with other library staff, vendors, etc. within the ticket. If reference services staff have completed the interaction with the user, then we close the ticket in our side of the FP workspace. If we still need to communicate with the user after handing off the problem to Tech Services staff, we leave the ticket in a pending status.


Edit Ticket 2732 in Library Outages

000126 [l

Title® JSTOR - off campus access

Priority* 1 - Status™ Closed

Submitter

UserID — Full Name PO

Email Address

B Contact Information

[&] Select Contact History &) Clear

UserID [ Full Name I

Email Address

Telephone Number NP Organizational Unit University Library - Faculy All for Project

Publishing of outages happens automatically every 10 minutes. Check the box below to include this outage into the Kiosk.
Publish to Kiosk m

Outcome® Resolved

Problem_Type Other

Who Resolved No Chaoice
Problem

Journal/Book Title Database title JSTOR

Vendor JSTOR Vendor, Other

Public Note Off campus access to JSTOR is currently unavailable.

.mr 7 Al

View Descrlptlon for Ticket 2732

Entered on 04/17/2014 at 14:05:45 EDT (GMT-0400) by IRy
Hi N—_——

Access should be restored for off campus users and the IP ban should have been
temporary, lasting around 5 minutes. Here is the response that | received from
JSTOR.

Dear Heather,

Thank you for your message. I'm sorry that you encountered this issue and
want to thank you for contacting us. The JSTOR platform is set up to
automatically deny an IP address when it sees unusual activity from that
address, which generally indicates the systematic downloading of content. This
denial is temporary, typically lasting around 5 minutes, but necessary o
protect the content of the JSTOR archive. Unfortunately, users conducting
legitimate research can sometimes be affected by this suspension. That said,
should we begin to see patterns of systematic downloading from an IP, we may
be required to suspend access for a longer duration until the aclwlta' %Wﬁdow
resolved.
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In the technical services workspace, troubleshooters have access to the full correspondence between the user and public services staff and will begin to enter data that will later be used to report on the performance of particular vendors and to identify repeating problems that might respond to a more systemic approach to process improvement. A full record is made of actions taken and ticklers may be used to make sure progress is being made. This is where the staffer controls the push of data to the outages kiosk.



Library Outages

Library Qutages keeps you informed of unexpected problems and planned maintenance affecting library semvices (i.e_, Mirlyn, Search Tools,
etc.), online journals, and online databases. If you are experiencing a problem not reported here, or to seek alternate sources of information
to a currently-unavailable resource, please contact Ask a Librarian.

There are 80 current outages 1, Degradation

-+ Scheduled

» Open: The senvice is currently unavailable € Unscheduled
nschedu

+ Scheduled: The service will be unavailable starting at the time listed in the left column

Journals and Other Resources

Jutage Date Outage Title QOutage Status
Thu, 6 Mar 9:23 am Q Alexander Street more... Open

Fri, 4 Apr4:18 pm & American Concrete Institute  more. . Open
Mon, 25 Nov 12:52 am € American String Teacher more Open
Thu, 27 Feb 12:33 pm & Anatomy.Tv  more... Open

Fri, 7 Mar 10:19 am € Annals of clinical psychiatry : official journal of the American Academy of Open
Clinical Psychiatrists (American Academy of Clinical Psychiatrists) more. ..

Tue, 1 Oct 8:25 am & APA Handbooks of Psychology more.. Open
T 20 Feb 7:34 am €3 Arborist News  more. Open
Mon, 23 Sep 10:28 am Q AnStor  more... Open
Wed, 26 Mar 11:36 am Q BioMed Central more... Open
Tue, 14 Jan 9:44 am ¢ Blood more... Open
Tue, 4 Feb 10:26 am & Cancer Nursing more. .. Open

Wed, 19 Mar 11:14 am Q CareerSearch  more_.. Open
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The results of the work of technical services staff may end up here, our public-facing “library outages” web page at www.lib.umich.edu/outages. The information generated from the Tech Services FP workspace is pushed out to Outages, every 10 minutes. While some portions of this page are visible to all, some details are available only to authenticated Library staff. 

On this public page we can indicate what the problem is, what the resource is, if we know when the content or service will be available again. Technical services staff update this information as they work with service providers, vendors, library IT staff, etc.




Thu, 27 Feb 12:33 pm e Anatomy.Tv more...

Fri, ¥ Mar 10:12 am c Annals of clinical psychistry : official journal of the American Academy of Clinical Ps

Clinical hiatrists)  maore..

Acoess to the Annals of Clinical Psychiatry through the American Academy of Clinical Psychiatrists is cumrently unavailable from

]

November 2013-present. http:/mirlyn.lib.umich.edu/Record 002187203
information for library staff

less...
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Additional information useful for library staff may be accessed from the public outages page ….



Subscriptio
n Agent

Acq. and
Licensing

Link
Resolver
Vendor

Index
Vendor

Public
Service
Desk

Proxy
Server

Library
Finance
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This process allows us to manage communications so that TS can focus on systemic solutions while PS focuses on the  user experience.



Colninaen Skdlls

@ Interpersonal
communication skills/ability
to explain technical issues
in non-technical manner

@ Analytical problem solving
skills

@ Facility with a variety of
web browsers

® Familiarity with campus IT
environment as well as
authorization procedures

LIBRARY
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All staff members, both Public and Technical who participate in the troubleshooting process share some characteristics. They must have strong interpersonal communication skills and be able to explain technical issues in non-technical manner. They must have well-developed analytic skills and a willingness to deploy them. They must be comfortable with a wide variety of web browsers and have a deep understanding of the campus IT environment and of authentication/authorization procedures. But, there are some skills that cluster around the separate public and technical functions.


Skills for Reference Services

@ Able to identify user’s
problem as access-related

® Able to listen, then diffuse
frustrations

@ Able to suggest
alternatives to meet
user’s information need

@ Able to provide
instruction on simple
troubleshooting steps to
aid user in the future

LIBRARY
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As Judy mentioned, reference services staff not only need the appropriate communication and analytical skills, but they also need some skills unique to the reference environment, which focuses on the user, such as …


Skills for Technical Services

® Understands vendor and
open URL construction

® Familiar with proxy server
operations

® Knows vendor contacts and
procedure

® Knows licensing restrictions
as well as vendor package
contents (which change
constantly)

® Demonstrates good
writing/documentation skills

@ Persistence and assertiveness

LIBRARY
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And at the technical end, there are skills, personality traits and knowledge that are best used away from the sensitivities of users. We must have acquired a deep understanding of how URLS, both vendor and OpenURL standard ones are put together and be able to predict where they might go wrong. We must be familiar with proxy systems, how they work and how they are affected by various network firewalls. We need to understand the terms of contracts and licenses and know where to find both our current and historical records. We need to be detail-oriented enough to pick up on the ever-changing content of vendor packages and willing to track down both current and historical data. We need the skill and the patience to document what we do and to maintain the documentation when things change. And we need to be persistent and assertive in our interactions with vendors. Sometimes we have to nag. Sometimes we have to communicate the sense of frustration we know users are feeling. Sometimes we have to be tough. A sense of mission helps.


Today’s Take-Aways

@ Different skills of staff
bring better results for
our users

® Good record keeping is
critical if responsibility is
divided

® Regular communication
and the tools to
encourage it are vital to
success

M
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If there is one thing we hope you will take away from our presentation, it’s this: We perform at our best when we can concentrate on the specific needs of a given task: either helping users directly or cleaning up technical glitches. True teamwork involves recognizing that different skills, good recordkeeping, and regular communication, are critical to success. Recognizing this is basic to building cross-functional teams. 


Questions?

@®Contact:

Judith Ahronheim
jaheim@umich.edu

Karen Reiman-Sendi
karsendi@umich.edu

LIEHU
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mailto:jaheim@umich.edu
mailto:karsendi@umich.edu

NMolre linrolranetiolmn:

Useful Links:

BMC Software FootPrints:
http://www.bmc.com/it-
solutions/footprints-service-core.html

Library Outages:

http://www.lib.umich.edu/outages
Presentation available at SlideShare:
http://www.slideshare.net/judithahronheim/
may2/version

LIBRARY
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Photos Courtesy of:

jinx! https://flic.kr/p/9w1Zre

Jeremy Austin https://flic.kr/p/54UE7A
W_Minshull https://flic.kr/p/dzalNr

Juliana Coutinho https://flic.kr/p/7m9M3c
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