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Patron Problems…or Opportunities for Improvement?  

It’s all in how you look at it. 
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Harnessing & Using the Data (Even on a Shoestring) 

E-resource problem reports should be centralized in one location, 

accessible by multiple responders, as needed. 

 

Wherever problems are sent or stored, searchability across fields 

is a key requirement.  This allows for analysis at it most basic level. 

 

Centralization and searchability are key for identifying trends.  

 

 

 

 

 

 

 

 

 

 

 

Once trends are identified, informed actions can be taken. 

 

• Appropriate changes can be made to collections, services, and 

platforms. 

• Canned responses and user FAQs & guides can be developed. 

• Providers can be contacted and problem data can be  

used to effect change. 

The Value in Problem Reports 

Detailing User Experience 
 

“Enter „The User‟– the ultimate judge of what constitutes 

quality and which features are necessary.” (Lang, Leah) 

 

What are our users telling us?  Problem reports offer a picture of  

real-time, real-life user experience. 

 

Guiding Strategic Planning 
 

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

our collections?  What might be unclear to our users?  How can we 

improve our services?  Which services demand improvement? 

 

It’s all there for analysis. 

 

Problem reports can inform the library and, when 

properly managed, can enhance the  overall user 

experience. 

Rich Data Gathered By Form 

Quantitative & Qualitative data presented in problem reports 

includes: 

 

• Anecdotal 

Description of problem 

• System-Generated 

IP, browser, referring URL, user permissions, Date/time of 

submission 

E-Resource  Problem Report Form 

Users log in to submit an E-resources Problem Report 

Form accessible at point of need via:  

Library Web site, OpenURL Resolver, Web-Scale Discovery 

System, etc. 

Tools: Helping Library Staff Help Users 

Tools: Helping Users Help Themselves 

Librarian‟s Troubleshooting Dashboard 

 

• Relevant information to respond to e-resource problems 

• Canned Responses 

• Helpful e-mail addresses, links 

• Troubleshooting software 

Save the Time of the Reader. (Ranganathan, SR) 

 

User‟s Troubleshooting Dashboard 

 

• Diagnostic Tools 

• FAQs 

Contact Information 

E-Resource Problems @ Columbia University Libraries 

Continuing & Electronic Resources Management (CERM) 

department acquires and manages e-resources across 20+ 

Columbia University Libraries. 

 

• Provide frontline support for all University  

e-resource problem reporting 

• Manage e-resource lifecycles, including presence in ILS and 

various products & services, such as openURL, web scale 

discovery, federated searching, e-resource management system 

• Negotiate license agreements for library e-resources 

 

Problem reports are our top priority in CERM. 

 
E-Resource Problem Report Traffic 

 

• Columbia uses one e-resource problem reporting email alias. 

• Multiple individuals manage problems, all viewable by 

department. 

• Entire conversations surrounding problems are stored here. 

 

 

 

 

 

 

 

 

 

 

 

Staffing the Service Point 

 

• Primarily handled by 5 staff and 1 librarian. 

• Each staff member monitors and responds to problems one day 

a week, following up on other days as needed. 

• Librarian manages the process, is available for consultation & 

advising on problem escalations & referrals. 
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