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E-RESOURCE ACCESS SUPPORT: GO TEAM

Athena Hoeppner

Electronic Resources Librarian

Ying Zhang

Acquisitions Librarian
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BACKGROUND

$$$ expended on e resources

Serving 56,000 students and faculty on 12
campuses and distance

ERL as the sole final point of contact for all e-
resource problems

Often bottleneck and unsustainable



ERESOURCE SUPPORT TEAM MODEL

User experience & Benchmark
Team experience

Demo

Recap
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TEAM EXPERIENCE

First responder(s)

Pass to the Team




TEAM EXPERIENCE

Team members volunteer




POOL OF EXPERTISE/TEAM

Acquisitions

Electronic resources

Cataloging

Public services (AAL, Reference, Circulation)

Systems
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TEAM TRAINING

Cross training:
Subscription information
Authentication systems
Link resolver, etc

Training sessions and tools:
Weekly meetings
Listserv for training and discussion
Wiki
Google docs
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&Sﬁ University of Central Florida Libraries Q inks Website Search Search

Vou are on campus
Home Find Services How Do I? Collections About Branch Libraries
Side Menus (@ on (o
&) Muin Library Hours New Knowledge Commons
Faoll Intersession Hours
Catalog Search Database Locator Reserves Journal Search
(Dec 14 - Jan 10, 2010)
Tu-Fr, 12/14-17 7:302 - 5:00p ( Search the UCF Libraries' collection of books, DVVDs and other items. )
Sa-Su, 12/18-19  CLOSED i
Mo-Th, 12/20-23 7:30= - 5,005 Basic Search
Fr-Su, 12/24-1/2  CLOSED | ) Y
Ma-Fr, 1/3-1/7 71302 - 51008 i oLl Clear | Advanced Search
Sat, 1/8  CLOSED
Su, 1/9 noon - 8:100p
Mon, 1/10Classes Begin
Besume Reqular Hours i
Mmore...
[+] Expand All
P il s b e Hhana Find Use one of these sources fo find library materiale
Articles & Databases Books / Catalog Research Guides
i Computers Availability Course Reserves Information Literacy Modules
News | Exhibits
New Titles Online Journals Other Libraries
¥ Festured music dovnload:
Sir Hubert Parry's Symphony P
e = Study Room Availability
No.3inC
more...
SEEHEdES Cervices i R s e
w 2 Guides to common [ibrary tasks with links fo more help
ow do [¢
i Featured collections of the UCF Libraries
ollections
About Information about the UCF Libraries

Branch Libraries Libraries located outside of the main library building




Search

Ask a Librarian Go

Collections About Branch Libraries

\g‘:ﬂ University of Central Florida Libraries

Services How Do I?

Home Find

UCF EZproxy Login
Log-in for off-campus access

Library ID
Password: | Rk

Last 4 digits of your PID.
i | Campus Help College of Medicine Login  Report a Problem

EZProxy Help PID Help

| UCF Libraries Homepage | Orlando, FL 22816 | ContactUs = @2008

UCF Homepage

I R



&Q University of Central Florida Libraries Quick Links ~ | Website Search Search

Wou are on campus
Home Find Services How Do I? Collections About Branch Libraries

Side Menu:. @ on (O o

(3) Main Library Hours Report o EZproxy Login Problem

Fall Intersession Hours
(Dec 14 - Jan 10, 2010)
Tu-Fr, 12/14-17 7:202 - 5:00p
Sa Su, 12/18-19  CLOSED
Mo-Th, 12/20-23 7:30= - 5:00p Library ID Number:
Fr-Su, 12/24-1/2  CLOSED

Please enter your Library ID and Password and describe the problem you encounter. If you want us to contact you, enter your e-mail address and name.

Enter your Library ID and Password so we can investigate the problem.

5 i Password:
Mo-Fr, 1/2-1/7 7:20z - 5:00p
A AL E-mail address {optional): | athera@mail ucf sdu
S g inoon ;o0 S
Mon, 1/10 Claszes Beqgin Name {optional): | Athena Hoeppner |
Resume Requler Hours o T ]
BH Description and comments: | I get an emor when Ity to login! Tr |

Subrmit Problem

Research Assistance Hours...

News | Exhibits
Il Featured music dovniozd:
Sir Hubert Parry's Symphony
No.3inC

Site Index

£ SHARE =.. i Facebook ¥ Follow Us 2 Suggestion Box

Need Help? @ Aska Librarian | UCFHomepage | UCF Libraries Homepage | Orlando, FL32816 | ContactUs 2008




\&Sﬁ University of Central Florida Libraries Go Search

Home Find Services How Do I? Collections About Branch Libraries

Receipt number: | 678256

LibraryId:| 22103151866098

Password: (4767

Email: | athena@mail.ucf.edu

Name: | Athena Hoeppner

ProlembDesc: | I get an error when I try to log in! I tried 5 times. TEST - team please ignore.

from: || athena@mail.ucf.edu

Submission date: | Jan 06, 2011 01:25 PM

Powered by Form Manager

Return to UCF Libraries Homepage

[Eeckprmdor@ishere]  [MEwmendacebockpage]  [Eflss oo twitte] —[Bimocespastien]

Need Help? €9 Ask a Librarian | UCF Homepage | UCF Libraries Homepage | Orlando, FL32816 | ContactUs ©2008



Gmail Calendar Documents Reader Web more v

(o

i Google
Mail
Contacts
Tasks

Compose mall

Inbox {3173)
Priority Inbox (690) Form Manager to me show details 1:44 PM (4 minutes ago) | 4y Reply | ¥

Buzz ¥ |
Starred # The following was entered in the EZproxy Praoblem Report form. Submit to Service Reguest Form

Sent Mail
Drafts (7)

Archive = Report spam = Delete = Movetow Labelsw Iore actions «Newer 2 of 3236 Older»

o New window

EZproxy Problem (Auto) http://intranet/ServiceRequests/?rh_department=Public&rh_ftype=PUB-eRes&patron_n
ame=Athena Hoeppner&patron_email= athena@mail.ucf.edu&EZproxy=EZproxy&description=IDtestPass1234DEsclt & Print al
tells me my ID is invalid, 1box | x

Receipt number: 673264

Libraryld: test
@ Aleph (3) Password: 1234
B ASIST(214) Email: athena@mail ucf edu
@@ TechFeeProposal Name: Athena Hoeppner
21 morev ProlemDesc: It tells me my D is invalid.
from: athena@mail.ucf.edu

Chat = [=

Search, add, or invite

ena Hoeppner

Timestamp: Jan 06,2011 01:44 PM
Powered by Form Manager (hitp/formmanager ucf edu/)

®Reply  =* Forward
Call phone

Joseph Bizon
Athena Hoeppner
rgause
Peter Spyers-Duran
Ying Zhang
eresourceproblem
Traci Milbuta

* Athena Hoeppner

Invite a friend



\&SQ UCF Libraries Intranet New Service Request

Home Services & Inferact ers & Departments Resources & Info

— Select the type of service you would like to request

|
/| Public [»]|| eResources [v] |

| Build Pre-Populated Form | |

— General Information

‘ Request is for I.E!_ [V] ‘ {Optional Room Number}

~— eResources Problem Ticket

Patron Mame

| (eptional)

Patron Email

\(optional)

Patron Phone

| foptional)

Journal/Database/Resource with problem

Problem occurs

Problem appears to relate to

oooo o®0oo (-

Response to patron not needed after

Cn-campus
Off-Campus
Both

NiA

EZproxy (hostname, login menu, login response, no off campus access, etc)
SFX (holding dares, links, menu, erc)

Subscription (Vo access on or off campus, expiration message, eic.)

Crther

["]“ ["]“ ["Hroprr’ana};

Detailed description

{nclude anv error o ges AND a fink to the oroblen page sitel

Greetings Athenal It's January 6, 2011

4 Techs Available

no unread messages.



gﬁ UCF Libraries Intranet Thanks

Home  Services & Interact Users & Deparimenfs  Resources & Info. My Applications

( THANKS )

Your Request has been submitted.

Submit Another

Go to My Service Requests

\_ Home University of Central Florida Libraries Back to topg )

Hi Athenal It's January 6, 2011 4 Techs Available 9] unread message.



Services & Inferact

ers & Departments

Resources &'Info

My Applications

\gﬁ UCF Libraries Intranet [SR6770] - Service Requests

Jump 2 request: | -> On Hold eResources for Athena Hoeppnan

New Reguest Reguests List

ERESOURCES REQUEST

Submitter Info

Request ID: 6770

January 6, 2011 - Thursday @ 13:50

Sent By:

For:

Department:

Request Info

Athena Hoeponer
Athena Hoeponer

Acquisitions & Collections Services

Ext 5049 10.173.184.1

Ext: 5049

a2

Description:

Resource with problem:

Problem occurs:

Related to:

Pactron Mame:

Patron Email:

Patron Phone:

Comments

IDtestPass1234DEscl tells me my 1D is invalid

Both On and Off Campus
EZproxy
Athena Hoeppner

[Email- athena@mail ucf edu]

Public Tech
Athena, you entered the wrong password. | will contact you via email
1/8/2011 -AH

Notes:

Append a preset response:g
Private Systems Motes (Internal Only): N
| This Athena character submits a problem every minutel | say we block her

Total hours spent on this request

Requestis On Hold
I:‘ Flag This Request
D Complete and close this request.

| Save

Tracking Information

On Hold

Order Status

13 Minutas 36 Seconds Age Athana Heappnar Request Submitted

1 Minut econds Ago i

| checked Aleph. Patron used a different password than is in the system. | will contact the patron.

Athena Hoeppner - ext:

Approved

2 Minutes 4 Athena Hosppner

Athena Hosppner

1 Minute 30 Seconds Ago

Athena Ho

Athenz Ho

far Athena Hoappnar
Assigned ta:Ying

By Athena Hosppner

Howdy Athenal It's January 6, 2011 4 Techs Available

no unread messages.




k_gﬁ UCF Libraries Intranet [SR6770] - Service Requests

Home Services & Interact rs & Departments Resources & Info My Applications

Jump o requesz: | -> Unassigned eResources for Athena Hoeppner{ V] | | |Gors 10| BTT0 |
e e e R o TP e

1 -U;’l‘-assig-ned- v Order Status Unassignad

‘ ERESOURCES REQUEST

Submitter Info Request ID: 6770 '
January 6, 2011 - Thursday @ 13:50 |

Sent By: Athena Hoeppner Ext: 5049 10.173.184.188 |
|
For: Athena Hoeppner Ext: 3049 |

Department:  Acquisitions & Collections Services
Append a preset response:

Private Systems Notes (Internal Only):
.

Request Info

Descriprion:  |1DtestPass]234DEsclt tells me my 1D is invalid

Resource with problem:

Problem occurs: Both On and Off Campus

Related to:  EZproxy Total hours spent on this reques

I:‘ Requestis On Hold
I:‘ Flag This Request
D Complete and close this request.

Patron Mame: Athena Hoeppner

Patron Email:  [Email: athena@mail ucf edu]

Patron Phone:

Tracking Information

for Athena Hoe

Comments | 9 Minutes 58 Seconds Aga Athena Hosppnar

Hola Athenal! It's January 5, 2011 4 Techs Available no unread messages. | [v]



\&Sﬁ UCF Libraries Intranet My Requests

Resources & Info

Jump to request: |

My SErRVICE REGQUESTS )

Custom where clause ) Ordering By regs.submitDate DESC:. Apply

1 Pending Requests (a1 service Types)

Post Date =, Type Description Sent By For Dept;iLoc Assigned Status

7 Minutes 57 Seconds Ago -IDtestPassi234DEsclt tells me my 1D is invalid. &) Athena Hoeppner Athena Hoeppner Acquisitions & Collections Services -Uﬂassigned-' Unassigned

18 Active Requests (2 Open, 1 On Hold, 8 Unopened)

Post Date Er

Type Description Sent By For Dept/Loc Assigned Status

IDtestPass | 234DEsclt tell ¢ 1D is invalid. (=] — L
7 Minutes 57 Seconds Ago i i b A e " Athena Hoeppner Athena Hoeppner  Acquisitions & Collections Services Lo_] Unassigned
u bmitted blem fram the EZ form 22103151866099 1314 ™ &)
Yesterdav and 21 Hours Ago s e R ) o e Unknown User Athena Hoeppner  Acquisitions & Collections Services Unopened
= &
Yesterday and 21 Hours Ago Unknown User Athena Hoeppner  Acquisitions & Collections Services 1/6/11
v @&
Yesterday and 21 Hours Ago el & Unknown User Athena Hoeppner  Acquisitions & Collections Services 1/6/11
User submitted a problem from the EZproxy form. 22103151866099 1314 \_E] IFl-J

Yesterdav and 21 Hours Ago Unknown User Athena Hoeppner  Acquisitions & Collections Services

User submitted a problem from the EZproxy form. 22103151866099 1314

Y¥esterday and 21 Hours Ago Unknown User Athena Hoeppner  Acquisitions & Collections Services 1/6/11
u bmitted blem fi the EZproxy form. 22103131866099 1314
Yesterday and 21 Hours Ago A T i b i o : Unknown User Athena Hoeppner  Acquisitions & Collections Services Unopened

User submitted a problem from the EZproxy form. 22103151866099 1314 LEJ ISJ

Yesterday and 21 Hours Ago Unknown User Athena Hoeppner  Acquisitions & Collections Services

Cant access this article. v.1 is. 2 p34 ==

Yesterday and 22 Hours Ago Athena Hoeppner Nola Pettit Reference Services

‘ Hola Athenal! It's January 5, 2011 4 Techs Available | no unread messages. | I_\_v]



S;lec!lne‘ypedserv’nceyouwm:ldlikelorequesl

{ Public ][ eResources }
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General Information
Reguest is for @ Hoeppner. Athena

J |Mpﬂhna! Room Number? |[ ]

~— eResources Problem Ticket

Fatron Mame [Am:ena Hoeppner ] (optional)

Patron Email [ athena@mail.ucfedu ](opnbna.f)

e ——

JournalD & with p

Problem occurs On-campus

Off-Campus
Both
MiA

O®0OO0 (]

Problem appears to relate to
(select alf that apply)

EZproxy {hostname, login menu, login response, ne off campus access, etc)
SFX (holding dates, finks, menu, etc)
subscription (No access on or off campus, expiration message, eic)

O0O0Ox

Other

Response to patron not needed after

—

(2] ] [ J (eptional)

Detailed description ‘ ID test Pass 1234 Desc It tells me my ID is invalid.

(Include any error messages AND a flink to the problem page site)

G



i NN

Subscribe to this feed using |ﬂGougLe

[] Always use Goagle to subscribe to feeds.

[subscrbe o

UCF Libraries Service Requests - Record 6770

A feed with a single Service Request ticket, accompanying comments and status changes.
Request Marked On Hold

Status: On Hold (Ticket is waiting for something. See "Tech Notes".)

Notes:

Athena, you entered the wrong password. I wil contact you via email.
1/6/2011 -AH

Comment by Athena Hoeppner at 2:02 pm
Thursday, January 06, 2011 2:02 PM

I checked Aleph. Patron used a different password than is in the system. I wil contact the patron.

Resource with problem:
Thursday, January 06, 2011 1:50 PM

Description: [DtestPass1234DEsclt tels me my ID is invalid.

Problem oceurs: Both On and Off Campus

Related to: EZproxy




Gmail Calendar Documents Reader VWeb more v

.

Show search options
Search the Web Flier

i eate a
B Googk
Mail
Contacts
TaSkS W W

Service Request ID6770 Completed  tmsex |x (! New window

Inbox (3175)
Priority Inbox (690)
Buzz -4

Starred #

Sent Mail

Drafts (7)

@ Aleph (3) Athena, you entered the wrong password. | will contact you via email.
B ASIST (214) 1/6/2011 -AH

@ TechFeeProposal

Do Mot Library Systems and Technology to me show details 2:09 PM (1 minute ago) | 45 Reply = ¥

Service Request Completed/Updated

Request ID: 6770

Your eResources request has been completed and closed on 1/06. Technician notes from Ying stated the following:

21 morev

Chat =il ©Reply =P Forward

Search, add, or invite

Athena Hoeppner

Call phone

Joseph Bizon
Athena Hoeppner
rgause

Peter Spyers-Duran
Ying Zhang
eresourceproblem
Traci Milbuta
Athena Hoeppner

Invite a friend

Archive Report spam  Delete Dy Movetow Labelsw Iore actions ¥ «Newer 2 of 3240 Older»




ASK A
LIERARIAN
CHAT, EMAIL
OR PHONE

(D ERESOURCE SUPPORT TEAM WORKFLOW

402011

Enter the problem into the
system or auto-generate

FIRST RESPONDER

PROBLEM LISTSERY

/!

N

(—

iy

ACKNOWLEDGEMENT

TO USER

I.I'llr-:-r: a new problem reporied

PROBLEM
RSS

N
1

SERVICE REQUEST SYSTEM

1
&
Il

STATUS UPDATE

C

DEVELOPMENT &

PUBLISHING OF FAQ

)




BENEFITS

Distributes the problem solving to a team of
various expertise to facilitate prompt problem
resolution

Enhances communication and knowledge
sharing within the Library and with users

Creates a knowledgebase for eResource
problem resolution and tracking statistics

Achieves greater ROl $$$



QUESTIONS?

Contact us:
athena@mail.ucf.edu
yzhang@mail.ucf.edu

EST Information and Links

Wiki (Charge, Benchmarks, Troubleshooting Guides,
Information)

UCFeResoucesSupport@topica.com (Internal discussion list)
eResourceProblem®@topica.com (Pubic problem report list)
eResources Service Request Form



mailto:athena@mail.ucf.edu
mailto:yzhang@mail.ucf.edu
http://eresourcesucf.pbworks.com/w/page/11006944/UCF-Libraries-eResources-Team-Wiki
mailto:UCFeResoucesSupport@topica.com
mailto:eResourceProblem@topica.com
http://intranet.lib.ucf.edu/ServiceRequests/?rh_department=Public&rh_ftype=PUB-eRes

ERESOURCE ACCESS SUPPORT: GO TEAM

Athena Hoeppner Electronic Resources Librarian
athena@mail.ucf.edu

Acquisitions Librarian
yzhang@mail.ucf.edu
University of Central Florida Libraries

Midwinter ALA @ San Diego, CA, January 8, 2011

Ying Zhang

iy T’ ERESOURCE SUPPORT TEAM WORKFLOW l
."{ ASH A \I =

Link to the Team WIKkI: .

http://tinyurl.com/UCFEST (=) =

o SERVICE REQUEST SYSTEM

]
_-\-\_\_\_/
- {-\\
- \\\
e o SKNOWLEDG — EAM SELF ™
Vg 5 C . ™, SIGNMENT
] ‘\‘;‘,r N -
ROBLEM | R
L |\ mss | e
! | : /
\ \ 7
, b £
—



mailto:athena@mail.ucf.edu
mailto:yzhang@mail.ucf.edu

	eResource Access Support: Go Team
	STARS Citation

	eResource Access Support Team
	E-Resource Access Support: Go Team
	Background
	eResource Support team model	
	User experience
	User experience
	Team experience
	Team Experience
	Pool of Expertise/Team 
	Team Training
	Demo
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Benefits
	Questions?

	handout
	eResource Access Support: Go Team�


