Patron Problems...or Opportunities for Improvement?
It’s all in how you look at it.
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department acquires and manages e-resources across 20+ Users log in to submit an E-resources Problem Report

Columbia University Libraries. “Enter ‘The User’- the ultimate judge of what constitutes User’s Troubleshooting Dashhoard

Submit a Libraries E-Resource Problem Report quality and which features are necessary.” (Lang, Leah)
* Provide frontline support for all University ——— . |  Diagnostic Tools

Please check the FAQ and Exceptions pages before reporting a problem - they may answer your question!

e-resource prObIem reporting 1. Which electronic resource were you trying to use? What are Our users te”ing US? PrOblem reports Offer a piCture Of
« Manage e-resource lifecycles, including presence in ILS and 2. What URL did you use when trying to connect? real-time, real-life user experience. Diagnostic Tools

3. Where are you connecting from?

Va riOUS prOdUCtS & SerViceS, SUCh aS Open U RL, Web Scale on campus The following may be of use for diagnosing or resolving access problems:

off campus

= display all permissions for uni

d iSCOVe ry, federated SearCh i ng y e-resou rce management SyStem 4. Please describe the problem: G u id i n g Strateg i c P I a n n i n g http:/fwww.columbia. edu/cgi-bin/cul/resolve?affils

e display subset of above - course registration groups

o Negotiate ”CG”SG agreements for |ibrary e'resources http:/fwww columbia edu/cgi-bin/cul/resolve?courses

& display ip address and dns name of current browser

http e columbia_edu/cgi-kin/cul/resolve Pwhereami

How do our users interact with our resources? What's missing from

http:/feww columbia.edu/cuflweb/helpflibranyweb/browsers. html

Our CO”eCtionS? What mig ht be unC|ear to Our userS? HOW Can We See also "Where-Am-I" script (For end-users to determine whether they are at a registered machine. Includes link to

AclS Metwork Registration documentation.)

improve our services? Which services demand improvement? Questions? Please send emailto -1 @columbia.edu

Problem reports are our top priority in CERM.
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* Multiple individuals manage problems, all viewable by CUStatus: ) Stdrt sl S © o blesse soech) Problem reports can inform the library and, when -" sgEtions

(Problem reports are normally responded to within 2 business days.)

department. properly managed, can enhance the overall user

Search the FADQ: el Scarch tips

Cancel & Log Out

Entire conversations surrounding problems are stored here. experience. E-Resources Help

e Do the Columbia Libraries provide training for citation management applications

such as EndMote or RefWorks?

e How can I find Columbia PhD dissertations?

1332 940 882 Form acceSSi ble at pOi nt Of need Via: Problem + How can I log into restricted e-resources?
800 ' . . RO » How do I cite an online resource?

639 663 Library Web site, OpenURL Resolver, Web-Scale Discovery
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>00 planning » How do Ifind a newspaper article (i.e. from the New York Times)?
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Tools: Helping Library Staff Help Users

Quantitative & Qualitative data presented in problem reports Harnessing & Using the Data (Even on a Shoestring)

Staffing the Service Point includes:

E-resource problem reports should be centralized in one location, Librarian’s Troubleshooting Dashboard

* Primarily handled by 5 staff and 1 librarian. * Anecdotal accessible by multiple responders, as needed. | |
» Each staff member monitors and responds to problems one day Description of problem * Relevant information to respond to e-resource problems
a week, following up on other days as needed. * System-Generated Wherever problems are sent or stored, searchability across fields » Canned Responses |
« Librarian manages the process, is available for consultation & IP, browser, referring URL, user permissions, Date/time of is a key requirement. This allows for analysis at it most basic level. * Helpful e'ma[l addresses, links
advising on problem escalations & referrals. submission * Troubleshooting software

Centralization and searchability are key for identifying trends.
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