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UMassAmbherstLibraries

CORAL Workflows for New
Acquisitions and Renewals

Christine N. Turner
Electronic Resources Librarian
cturner@library.umass.edu
ALA Midwinter — Boston
January 10, 2016



| coral-erm.org/about/

Sroraresas

HOME ABCOUT - DOWNLOAD DOCUMENTATION GO TO LIVE DEMO!

# > About

» About CORAL

Centralized Online Resources Acquisitions and Licensing  CORA| is an electronic resource management system built by the University of Notre
Dame’s Hesburgh Libraries. The first module, Licensing, was released as open source software in the summer of 2010 and we have
continued releasing new modules since then. It is designed to be both simple and highly customizable — each module can be
installed independently or used together depending on your library’s needs. If you do decide to install the entire suite, easy access to

linked records help make sense of the electronic resource through the entire life cycle:

Acquisition = Licensing = Administration = Support
A A o e A R e e e

CORAL runs on PHP 5, MySQL 5 and your webserver. It is a very small installation and most users (including Motre Dame) have it
installed on a server alongside other production applications. CORAL is released as open source software under GPL v. 3 and is
available on GitHub. While we are quite happy with the CORAL product for ourselves, we are always open to project contributors. If
you have a great idea for CORAL please post it in the forum — we would love to hear about itl

N
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Rationale for Adoption

* Integrated modules for organizations,
resources, and usage data

* Centralized repository for interrelated data
previously distributed...widely among files,
platforms

* Focus here on workflows in Resources
module, not entire e-resources management
system

UMass Amherst Libraries



Why Workflows?

Opaque, disjointed processes for acquiring
and renewing resources

Scattered responsibilities for tasks among
acquisitions staff

Timely access to new resources provided
inconsistently

Needed better support for renewal decisions

UMass Amherst Libraries



How Workflows Work

{.* CORAL Resources

Home  New Resource My Queue  Import = Admin

Administration
Users
Workflow / User Group Workflow Setup
Access Method Acquisition Type Resource Format Resource Type
Account Type Purchase Electronic database & X
Acquisition Type Renewal Electronic database & R
Administering Site Purchase Electronic ejournal package |7 ¥
Alelt Selings Renewal Electronic ejournal package o ¥
Alas Type Purchase Electronic ebook package o7 X
ptchment fype Renewal Electronic ebook package o7 X
Autnen.ticatio.n Type Purchase Electronic image & K
/diliorized e Renewal Electronic image & XK
Cataloging Status i i

: Purchase Electronic streaming file & R
CatalogingType - - ==
o Dok Renewal Electronic streaming file o XK
b IMembership Electronic database Pl
Currency IMembership Electronic any &
Vi snassiahig IMembership Electronic ejournal package o7 ¥
Note Type Multi-year renewal. payment only Electronic any & K
Order Type Access Fee Electronic any & K
Purchasing Site Multi-year renewal, payment only Electronic ejournal package o ¥
Resource Format Renewal Electronic ebook v XK
Resource Type Purchase Electronic ebook o K
Storage Location Renewal Electronic tool o K
Subjects Trial Electronic any « X

User Limit add workflow



Database Purchase

Home MNew Resource My Queue Import Admin Change Module v

‘Library of Latin Texts Complete

& Product Step Group Start Date Complete
[l Acquisitions Funding Approval Scott 09/25/2015 10/06/2015 by Christine Turner
Licensing Christine 09/25/2013 10/06/2015 by Christine Turner
A P Add bib/order records Christine 10/06/2015 10/06/2015 by Christine Turner
E, Cataloging Place order Christine 10/06/2015 10/06/2015 by Christine Turner
5] Contacts Invoice payment Heather 10/06/2015 11/24/2015 by Heather Deirdre
Access nofification received Christine 10/06/2015 mark complete
(3 Accounts Activation - EZProxy Christine
& Attachments Activation - SFX Catherine
(Drecordsi  Activation - catalog Christine
Ial Routing MARC record review Marcelle
Activation - WCL KB Ron
Activation - website/Collections & DBs Christine
Add MARC records for database titles Christine
Notification - selectors Christine
Notification - social media Christine
Acquisition type change. if needed Christine

" restart workflow
% mark entire workflow complete




E-Journal Package Renewal

-

Home New Resource My Queue Import  Admin Change Module = v

10PScience Extra

@ Product Step Group Start Date Complete
[l Acquisitions Locate usage statistics Mancy 09M17/2015 09/28/2015 by Nancy Washburn
Send price, usage fo selector wig% = if firm price  Nancy 09/17/2015 09/28/2015 by Nancy Washburn
M Access N/A
[ : Renewal price requested Heather 09/17/2015 09/24/2015 by Heather Deirdre
|| Cataloging
Renewal price received Heather 09/17/20135 09/24/2015 by Heather Deirdre
8] Contacts Title list download & review for changes Christine 09/24/2015 10/08/2015 by Christine Turner
{3 Accounts Licensing Christine 09/2472015 10/07/2015 by Christine Turner
: Renewal confirmation Heather 10/0872015 10/08/2015 by Christine Turner
& Attachments
(2 records) Invoice Payment Heather 10/08/2015 10/30/2015 by Heather Deirdre
i@ Routing Activation review - SFX Catherine 10/08/2015 mark complete

Workflow restarted on 09/17/2015 by Christine Turner

" restart workflow
“ mark entire workflow complete




Multi-year Renewal, Payment Only

e
i
i

CORAL Resources

Home New Resource My Queue Import Admin

Change Module v

Arts premium package

& Product

[l Acquisitions
#® Access

|#8] Cataloging
[2:]| Contacts

{3 Accounts

& Attachments
{0 records)

[##] Routing

Step Group
Invoice payment Heather
Locate usage statistics Mancy

Change acquistion type to renewal if necessary  Christine
Workflow restarfed on 09/01/2015 by Christine Turner

" restart workflow

Start Date
09/01/2015
09/01/2015
1001312015

Complete

10/13/2015 by Heather Deirdre

10/14/2015 by Nancy Washburn
10/16/2015 by Christine Turner



Degree of Difficulty

e Cost —free =easy
 Technical -7

— Reportedly easy, good support network
— Our guy is good (and very pleasant)

e Personnel

— Conceptual challenges
— Customizing processes
— Practical approaches

UMass Amherst Libraries



Meeting Our Needs?

as a central repository for data — YES

to make transparent workflows that trigger
task for responsible staff in timely manner -
Mostly.

as tool to support renewal decisions...To a
point, but we need more data and awareness
(adoption)

Still a work in progress. Next up: individual e-
journal subscriptions

UMass Amherst Libraries
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Electronic Resources
Management with Trello

January 10, 2016
ALA Midwinter
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Trello

Free visual project management tool

Web based, simple download, Trello or Google account required

https://trello.com/

* No IT support needed
 Accessible from mobile devices

* Integrates with Google Apps




£ My Boards

2016 E Journal Changes Assessment Committee

Online access set up Welcome Board

8\ Electronic Resources [@ Boards & Members ¥ Settings

Databases E- continuations by publisher

Electronic Journal Packages Electronic Journals post
cancellation details for cancelled
titles




Databases Electonic Resources

Proquest

Biclogical Sciences

Ethnic Newswatch

Gender Watch

International Index to Music
Periodicals

@ &1

International index to the
perfarming arts

Literature Online (LION)

Periodicals Index Online (PIO)

Add acard. ..

o [ + PBLE8 Jessica Brangiel [

% & TeamVisible < Show Menu

EBSCO WALDO PALCI Oberlin Group

D
Admin_Contact

CQ Library MathSciNet Bibliography of Asian studies

= @sSep30

HAPI (Hispanic American

Ethnic Newswatch
Periodicals Index) =

Web of Science

Gender Watch BioOne & BioCne 2

America History & Life LexisNexis

Add acard. ..
Add acard._.

Historical Abstracts Oxford Art Online

ATLA religion & ATLAS Oxford English Dictionary

Oxford Music Online (aka Grove

AP Images
= Music Online)

Add a card._.
ProQuest Congressional

Add acard. ..



£ Bibliography of Asian studies in iist Oberiin

Due Date

Oberlin Group Sep 30 at 12:00 PM

Bibliography of Asian studies _
. Description
= MSep3d

subscription runs October 1 - Sept 30th.
VWeb of Science I #wesleyan university nnraryl
BioOne & BioOne 2
e R
Add a card. ..

JB Write a comment

Save Comment

Activity

Group

Formatting help

@

@

=

Add

A Members
< Labels

[ Checklist
(@) Due Date

# Attachment

Actions

-+ Move
£l Copy

<@ Subscribe

B Archive

Share and more..
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Calendar

CREATE ¥
GM

~ December 2015 0
S M T WT F 5

29301 2 3 4 5 . .
6§ 7 8 9 1011 12 Integration with Google

13 14 151? 18 19 AppS and Email.
20 21 22 23 24 25 26
272820303 1 2

3 4 5 6 7 &

Jessica Brangiel

Birthdays
B hittps:itrello.comicale...
Tazks
& Kamerne 1UDMQY gz KE: FOIOWING UP ON MY Previous emal - Hi JESSICa. INank you Tor IETNg Me KIINDOX  1/Y K8 UEC 19
@ [ Trello Sage Knowledge platform change on Online access set up is due Dec 16 allnbox 30 KB  Dec 15

) American Library Ass Final online preview and 2016 ALA Midwinter IMeeting scheduler open - Firm ujinbox 17 KB Dec 15



Thank you!
jorangil@swarthmore.edu







USING GOOGLE APPS AS AN ERM

* Google Apps suite, particularly Mail, Sheets, Calendar and Docs
* It is available for free online

* For greater security, we did not move forward until an
institutional Google Apps license was purchased




LIBRARY SITUATION

* WMS ILS system

* Serials Solutions 360 Link Resolver

* LibGuides 2.0

 Shared drive for documents and title lists

* Wiki with ERM admin notes

* 4 staff members in the department, 1 librarian

* 150,000 e-books, 75,000 e-journals, 18,000 print items




1 MAJOR WEAKNESS: COMMUNICATION

* Never implemented task management or alerts in ERM

* New packages and title updates in the catalog and the
link resolver

* Workflow to update titles and new packages poorly
defined

* Inconsistent assignment and follow up on package and
title updates

* Multiple people involved in licensing and in ERM tasks
led to lack of communication and no prioritization




MAIN ITEMS: GOOGLE SHEETS

* To Do List, created from template

* Tracks tasks, staff member, started and completed,
and includes links to title lists

* ERM Admin list
* Administrative information for resources

* Statistics Tracking
* Invoice Payment Tracking




TO DO LIST

To-do lisi [ ]

File Edi View lnsed Formst Dafa Tool Addass Help A0 changes sasd o Dee

G T 8 8 o8 - A - % - BRI EA-&-0- -t ceWEY-I-
_DiﬂDun

LG Fiz AME Bogks sutscnphon addsd to promy
* - 5 12AERS Pater
r o = S s = et e i it = R A e
= e ] e F: i
12342015 Tamed g ol gEaege (drmisieodciusste i Uptat e 7 hoiedregs o WS and Senais Soluhors
122HANS L ] (v o210 3- 21 £ ISPG ttles - pocess sad Sersis Solaiors for SHS
1222015 Temed 5 i rai Come ?;:'"H = 9::;;. BR s ook subscrgtion added 1o Seaals Soubons
- R Thie s = stoange axk
22 E = b Ut ipubisheanirpl Cormy A eBoake 5 te
2Zaeat Teriad v # o nesd hslp AHA shooks sebscaibon sddsd to VWIES
12282ME Eisa Uipdate specml dmeertions £ -t e
a8 Peter Etmon E-joumnals Aol Lpetate prompct




ERM ADMIN

1

|—m—E,

L= - R - B IR R U

2 3

12

13

ERM Admin Bz
File Edit View Inset Format Data Tools Add-ons Help All changes saved in Omve
& e o~ " s % g 00 123-  Aral -l w - B I & A. ®-H- =-41 |- oc
A ] B C I]. E F 4
Resource Name Publisher Shared with Inveoiced by Licensed by [tem type Local Admin
ABMS Elsevier HSL Publisher Database Elsa
 AccessAnesthesiology McGraw-Hill Education HSL Publisher Ebooks Laura
| AccessEmergencyMedicine MeGraw-Hill Education HSL Publisher Ebooks Laura
AccessMedicine MeGraw-Hill Education HSL Publisher Ebooks Laura
_AccessFediatm:s McGraw-Hill Education HSL Publisher Ebooks Laura
| AccessScience MeGraw-Hill Education MY Waldo Ebooks Elsa
_AccessSurgery MeGraw-Hill Education HSL Fublisher Ebooks Laura
ACM Digital Library NERL WY NERL MERL Ebooks Elsa
| [y =i | = RN Ehesn Dhikliebhar Ciat s boe s Eles
ERM Admin [
File Edit View Insen Format Data Tools Add-ons Help Al changes saed in Dive
& o T 5 % 0 00 - A - W - BT SA $-B-- E-l-+- coBET-I-
i
A | B T 0 £ F a ik [} K L " H
! Resource Mame Publisher Shared with Invoiced by Licensed by Hem type Local Admin  Administrator URL  Username Password Agcount Number MNotes
2 ABMS Elseviar H5L Publishar Diatzhaze Elsa




STATISTICS

A I B C J

1 Digital Penodicals Access by tit January February March April May June Juby August September

2 Linkout 5560 4551 5653 613 6278 B0AT 5335 £O88 5g44

3 Serials Solutions Clickthrough 27482 26679 28322 269682 23903 2571 24965 23335 22098

4 Total 33442 3230 33975 33116 30181 30736 30304 29327 27942

5

L]

7

&  Library Database Searches January February March Agpril May June July August September

¥ UpToDate E1722 7742 61475 63244 64740 52708 BATTS 64135 62251
10 __ Ebsco 3764 3895 9622 11548 8636 6752 8740 6448 9316

1 ProQuest 5511 50T G246 5362 6129 4386 b8 2436 1508

12 Clinicaliey

13 Web of Science 47348 3gn2 4351 4079 407 3899 3053 3255 are

14 | Scopus 1618 1311 1455 2328 2967 123 1340 1436 1204

15 Owid 5687 3543 6393 5398 5475 4560 4742 5120 5030

18 VisualDX

7 Total B5503 Ba633 LT5BE 104338 100013 T3I536 gB33E 82394 83028

1B

19

20 Catalog Searches 1.853 2991 2581 2356 2153 3218 389 Mz 2873

1 Cataleg Page views 6,505 9922 9512 7481 7220 4312 14109 15166 15470

2

23




INVOICE TRACKI

NG

A

:Fiesc-urce Mame

;Prﬂﬂuest & Serials Solutions
ISPG North America Collection
'NYU - NERL Annual

'NYU - ACS, NERL BMJ, Alt Health
‘Can J. Gastro |
:Ccﬂd Spring Harbor Journals

B

: Publisher
ProQuest
1SPG

MERL
MERL
Ebsco

._ESH Fress
'AHA Guide to the Health Care Fiedl

Continuation

c

:Paid To
Waldo

Ebsco
MNYL

NYU
_Ehsccr

ESH Press
YBP

Invoice Date

D

12/5/2015
12/11/2015
1211112015

120112015
12/13/2015

8/19/2015
12112015

E

Invoice Mumber

34675
9185399
1046
1045
0082510
20169821
431967




ALSO: DRIVE AND GCAL

* Google Sheets and Google Drive are a great place to
load or link title lists

* Doesn’t take up space on local drives, all lists are
kept together, manages versioning problems

* GCal is also very useful

* Helps to schedule yearly tasks and provide reminders
of projects coming up




GOOGLE CALENDAR
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ADVANTAGES

* Available off campus

* Allows multiple simultaneous editors

* Eliminates version problems, no read only spreadsheets
* Password protected

* Easy to control access to sensitive information




IMPLEMENTATION

* Cost: $0 to the library, $someamount to the institution

* Personnel: learned the system very quickly, as they are
used to Google and to spreadsheets
* Getting all staff logins to the institutional Google
Apps was the hard part
* Technically: simple to implement. Required a few days
to implement fully
* This is a small department and staff were excited
about the new process. Your mileage may vary.




DOES IT WORK?

» So far: YES!

* Great as a manager, when surprise tasks come in can
easily add them to the to do list

* More efficient: staff aren’t waiting for me to set up
projects, delegate and train, and follow up

 Staff feedback:




FUTURE PLANS

= Explore budget analysis tools in greater detail
= Expand statistics collection and tracking

= Schedule monthly projects to make workflow processes more
clear e T

Fia Edi Vew mowi Foorsi Oes Tods Addoar Help 60 ueges seved 0 Ches Tamremey m

Fi Wieda

i i " 5 o [} " [} ¥ i i " et r
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OTHER LIBRARIES ON GOOGLE AS ATOOL

= England, Lenore. "ERM Ideas and Innovations." Journal of Electronic Resources
Librarianship 26 3 (2014): 193-202.

= Hartnett, Eric. "Using Google Apps through the Electronic Resource Life
Cycle." Collection Management 37 1 (2012): 47-54.

= Jensen, Karen. "Managing Library Electronic Resources Using Google Sites."
Journal of Electronic Resources Librarianship 25 2 (2013): 115-23.

= Murray, Adam. "Electronic Resource Management 2.0: Using Web 2.0
Technologies as Cost-Effective Alternatives to an Electronic Resource
Management System." Journal of Electronic Resources Librarianship 20 3
(2008): 156-68.

= Rathemacher, Andree. "Serials Spoken Here: Reports of Conferences,
Institutes, and Seminars." Serials Review 39 3 (2013): 202-05.

= Shapiro, Steven. "Using Google Calendar as an Email Alert System for
Electronic Resource Renewals." Journal of Library Innovation 11 (2010): 52-56.




Thank you!



E University of Maryland University College

ALCTS/LITA Electronic Resources
Management Interest Group
Visio and JIVE

Lenore England, Assistant Director,
Electronic Resources Management
UMUC Library

lenore.england@umuc.edu
240-684-2030

Saturday, January 10, 2016
1-2:30 pm, EST



and JIVE with ERM

e VISIO —
~ Brainstorming

e JIVE — Get
Organized

E University of Maryland University College =



 From Microsoft,
2010 Professional
version

e Paid by UMUC (no
cost to Library)

 No maintenance by
Library

E University of Maryland University College

39



ERM staff needed
to online tool to
track

brainstorming,
project planning.

E University of Maryland University College =



 Brainstorming — Chart example; early stages of
planning for a project.

g

Li and Lenore
i rewvis i IS o

= e
[ T
Owverall — licernsi
start out technical
“small” and lala in KB. S
build Nnew drive — sat up
RIMS = meaelings
“cleaning out
the
basement™
s -
. — FPaeter Learm
- P
= — more about

setting up
RIMS
Learming
Curve for
Flex/Flash
Keaeae-Yoaung to
help Patar

E4a

Look for
CoOMmmon
elameants N
RIMS, SFX,
and S drive
Vhat do we
want in RIMS
that is on tha

wal ¥ 11
ganized
M i i
S drive and HER i

SF X It b 1, datab: ‘

What wwill wr;/_ /1
naad for EERM anore and Li
friic 2 think about

landing page

Team and
what will we
% (last piece)

neaed for our
patrons?

Lenore and
Lito set up
meaeting with
Peter

41
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Brainstorming — Chart example; final stages of planning

for a project.

(RIMS ERMS Landing F"age"

o .
& -

b

S drive? ‘ Reports
Vendor Systems
‘ [
Resources Licensing Subscription SFX “ EDS SEGUE
Procurement S
Accounting LibGuides EZProxy

Mowve away Statistics —
from A-Z list EDS or Alerts/Log

on Library EZProxy — URLs, Statistics

Page? Data mining Excel Anomalies...
42

E University of Maryland University College



e \Very easy 1o use.

e \Works very well -
repurposing as a
planning tool.

E University of Maryland University College



JIVE
e From JIVE
Software

'« Paid by UMUC (no
cost to Library)

 No maintenance by
Library

E University of Maryland University College e



ERM staff needed
to online tool
organize projects,
workflows and

communicate with
UMUC.

E University of Maryland University College =



JIVE

« Organize - Projects

Homea LIMLNG Mews

Conlant HaDapile PRaec ADpE =

. E-Resources Management (ERM) Central, Library
o

In ILS Staff Only

Dheandaw

SPACE OVERWVIEW

Wil endlaaVors

Space Adminisirators

ERM
Committeas
ERM
Conferences
EAM Tools
ERMS -
Electronic
Hesources
Management
System

ERM
Clearinghousa
Project

July 1
Transition,
Annual

ERM
Publications
ERM

University of Maryland University College

Enroliment Mgmi

Ghuack Links
o

£ Configure

ACTHONGS

o

& /- Q

Following in 4 1 aiream

TOF PARTICIFANTS

tha tor




JIVE

e Organize - Workflows

FN 'I '-: Addrimsirabon  Acadorsc Affairs Analybcs, Pimniog & Tochnologqy  Busmess Ops Owerseas £ Military Ops Sialegic Enmoliment Mgnt Quickc Links
Horma LUMUIC Maws Contant Paopla Placns Apps = - - i_. - f- Q\

ﬂ'i'_h_'al'lll-:_Jun:l Folkowing in 4= 1 slream
. ERM Evaluation Central FY 2016

in ERAM Evalialion Canlral Sitas

Aoty Confont

ACTIONS

E Startad

Al Content (3) [F] Bk 1 ot R t B 5 dl ¥ Exl C ™ Eve I B Vide:
Fittar by aoton:  Mane v Filer by shared content

Saort by latest activity: newest first =
|=| Wirt
ul bo ] = AT EE o B 201 o et B¢

VIEW THE BLOG 2015 trom Lindley b=bave inthe

a

BEeZdl University of Maryland University College
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JIVE

e Harder to use.

e \Works very well -
repurposing as an
organizational tool.

E University of Maryland University College
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Let's
= dISCuss...
Later

All rights reserved by acvita

E University of Maryland University College =




E LibAnswers w/LibChat

A Solution for eResource Ticketing and Workflow Management

Kelly Smith
Coordinator of Collections and Discovery
Eastern Kentucky University Libraries

kelly.smith2@eku.edu



mailto:kelly.smith2@eku.edu

E KU About LibAnswers/LibChat

ht

tp://springshare.com/libanswers/ http://libanswers.eku.edu/
LibAnswers w/lLibChat . 3

The Market-leading Reference Platform. Ensure Patrons Get Thelr Answers Comact U5

Porpular Recsi Faaiured
Always, | ke ko ) e, —
B E-mail oz your question tried to bogin and got an error message. Help

t* Call s 85563768554
g eyl branes el

Last Updabed: Hov 13, 2015 | Toplcs:  Teorwies Hele  Resswibss Viewes: 32

Dioes the Bbrary have a fax machine?

Last Updaoed: Hov 15, 2015 Topecs: Techasegy Seivios Views: 22

el usi: 850-D00-0643
0 " How da | get an NFPA code?

Last Updated: Dec 17, 315 Topics:  Fesesross Wiews: 7

Consortial cost: $2,400/year + $99 per additional queue



http://springshare.com/libanswers/
http://libanswers.eku.edu/

E KU wny did we need this tool?

o= :

Library, ElectronicResources - Problems Pending - Library, ElectronicResources - Outlook

FILE HOME SEND / RECEIVE FOLDER VIEW
El ,._|'.j x ] | fi—| |__‘ F Meeting &3 Forward to: & 1o Manager @ - [7 | - | |SearchPe
N ‘I': Del R Ie R Ie ; ed GEM - ET Team Email v Done M F:|Ij| Unread/ C N e Foll EE Addre
ew ew elete WEply VEply  Forwan - — ove WUes nrea ategorize Follow
Email Items - :x.Junk' pJ ;ﬁf E-@Morev E% Reply & Delete # Create New - - - Readf % Up~ Y Filter |
Mew Delete Respond Quick Steps [ Move Tags Fir
- < . A ~ 2, - —&
I Favorites Search Library, ElecronicResour... 2 |- (52 Reply (2 Reply All (3, Forward G&i IM
A Unread - Mewest + Fri11/13/2015 9:22 AM
7-Smi : i Edwards, Laura
I Kelly.Smith2@eku.edu Library, Ele... a aura
RE: Links for Jo..  11/20/2015 RE: EBSCO Limiters - Journal Subset Question
I» Archive Folders To Gilbert, Karen; I Arneson, Jens
Arneson, Je... - P o ,
Re: FW: video L. 11/17/2015 Cc Library, ElectronicResources
Inbox Edward;. L.
RE: video links 11/17/2015
*
[ *To Do Hi Karen,
“WMS Issue Reports Edwards, L.. Thank you for reporting. | will report this to our EBSCO rep and keep you posted on what he
i RE: EBSCO Limi..  11/13/2015
LibAnswers o determine their categorizations, but they do take feedback; and if this is an error on their pe
Problems Pending Edwards, L... LUJ ']
4 Problems Solved 5 FW: EBSCO L. 11/13/2015 “Laura
Allen Press H
Blackwell Edwards, L N > From: Gilbert, Karen
RE: EBSCO Limi..  11/13/2015
CABL H Sent: Thursday, November 12, 2015 5:08 PM
Library, Ele... '] To: Arneson, Jens <Jens.Arneson@eku.edus; Edwards, Laura <Laura.Edwards@eku.edus
ElS RE: Form subm... 11/9/2015 Subject: EBSCO Limiters - Journal Subset Question
Films on Demand
InformaWaorld Edwards, L... [ | Hi
I Link not displa... 11/9/2015 ’
ngenta
Newsbank OCLC Custo.. b m This is an odd one, and | hope you can read the attachment which looks a



E KU wny did we need this tool?

Coordinator of
Collections &
Discovery

Library Express
(ILL & DocDel)

Specialist Il

Acquisitions &
Collection
Management
Librarian

|
Scholarly
Communication

& Publishing
Librarian

Collections
Expenditures - $1.4
Million

4% 3%

S 13%

m Databases

meJournals



E KU under the hood... Dashboard

LibAnswers = Dashboard Answers = Stats = Ref. Analytics =
FAQ Entries General Add Transaction
Create FAQ Entry  FAQ Entries  \fjsw/Edit Transactions
Tickets Query Spy  Statistics
Create Ticket Tickets Cross Tab Report

SMS

U Answers

LibChat =

Status Mgmt

Connect
Transcripts
Statistics

Missed Chat
Canned Messages
Chat Widgets

0 Tickets are problems or questions submitted via webform, email,
Twitter, SMS, manual staff entry, etc. and managed in one staff

interface

o FAQs are public-facing and can be generated from tickets or manually

created

L) Stats include basic data about numbers of questions answered

Ul Analytics are more customizable, based on locally defined metrics

U LibChat is the chat service provided with LibAnswers

£ Admin -

@ Help

System Settings
Queues

Groups

LibChat Set-up
Systems Status Management
Ref. Analytics
Manage
Accounts
Asgsets

Views

Macros
Metadata

Widgets & API



E KU under the hood... Dashboard

& kelly.smith2i@ekuedu
@ Dashboard Answers v Stats = Ref. Analytics LibChat = Status Mgmt £# Admin ~ @ Help ¥ .
g

SPRING TO...
LibApps
a ) (W] F AR e ReL W EM  Enter Stand-by Alerts mode | Send an SMS
LibGuides
LibCal LibAnswers 2.6 5 Update Now Live
LibSurveys jet builder interface, and the new ‘Away’ status for chat. Doing extensive research and the patron is left with ‘dead air in the chat? Create ‘Idle
) ) :assure patrons that you're still there. We're proud to offer Backup / OfF-Hours Chat Stafing Services if you're interested in 24/7 chat staffing.
Liblnsight Read LibAnswers 2.6.5 Update.

* Administrative Announcement

There are no new announcements at this time.

Have an admin-level account? Edit this box by clicking on Admin Stuff = System Settings (or just click herg).

Open Tickets (13) Pending Comments (0) Pending ldeas/\Votes (0) Errors (0) Spam (0) Status Posts

Queue EKU eResources Queu .. Source All Sources B Status Mot Closed B Owned by View All -

Name Email (clear)




E KU under the hood... Dashboard

Tickets 1 - 12 (of 12)

Id

705822

w e

674686

W

683900

W

684423

W

Status

New

Pending

Cpen

Pending

Queue

EKU
eResources
Queue

EKU
eResources
Queue

EKU
eResources
Queue

EKU
eResources
Queue

Question

University of Chicago Press Journals @&
Kelly
Asked via Staff Entry

Subscription - change of publplatform or title

Journal of Advanced Nursing record has links to
unrelated journal Dermatology Nursing &
OCLC Support (support@oclc.org)

Asked via Staff Entry

Linking - Discovery Metadata update

Maney Publishing acquired by Taylor and Francis
@&

Jens

Asked via Staff Entry

Subscription - change of pubiplatform or title

Access Interruption to music in print &
Jens
Asked via Staff Entry

Awaiting Vendor Fix Product:Music in Print Series

Last Message
From

Patron

User

Patron

Patron

Owner

Rebecca
Stinnett

Laura Edwards

Jens Ameson

Jens Ameson

Updated 4

Jan 04 2016,
01:33pm

T e e S e

Jan 04 2016,
01:31pm

Jan 04 2016,
01:30pm

Jan 04 2016.
01:30pm




E KU under the hood... Tickets

Creating a ticket by staff entry

Asked By: Ancn € @ Edit

a Marge

Edi Question
Mo replies to this ticket.

DAt

te

I Post an Internal Note Azsign/Transfer
Destails:

Implementation testing

Internal Hote
Metadata update

Open access content

Platform problem - missing

» content
Aisked by

Platform problem - system
down

Product:Library Website

Email Note to Select recipients... -
° Technical support - browser

Technical support - faculty

Add to Analytics Do not add to Analytics Datase laptop connectivity

Technical support - media

Technical support - other




E KU under the hood... Tickets

Example Ticket screen capture — page 1.

You have claimed this question.

QID: 574439 Status: Closed Queue: EKU eResources Queue Owned by: Kelly Smith | unclaim

Asked By: Kelly testing the chat feature (kellysmith72@gmail.com) Asked On: Nov 23 2015, 09:50am Last Updated: Jan 04, 2016 Turnaround:

10:23:45

Need to create a canned message

09:458:25 Kelly Smith: Enter your EKU library credentials

09:45:55 Kelly Smith: There's more info at this page hitp:/libanswers eku edu/fag/99195
09:49:06 Kelly is testing the chat feature: Cool! Thanks for the help

09:49:22 Kelly Smith: NP Is there any other way | can help?

09:49:37 Kelly is testing the chat feature: No, I'm good. Thanks! Bye!

Asked By: Kelly testing the chat feature @

Note from Kelly Smith (Nov 23 2015, 09:50am): o * Tags

FAQ for logging in from off campus needs to be turned into a canned message

Implementation testing J{—]




E KU under the hood... Tickets

Example Ticket screen capture — page 2
| [Technical suppori other I

| Mote from Kefly Smih (Nov 23 2015, 09:51am)

| follew up on this |

| |Status changed to Pending. | Add 4
| |

1 Reply from Lawa Edwards (Dec 04 20135, 09:35am)

a Cy o k Rei Answars
| When accessing the Libraries’ databases and other online resources, you will ba prompted to leg in with your E-Key Reuse Answars '

(EKU emaal) to make content available to you that 15 nol free on the open web |

Recommendations from yaour I

| i 1 = : system (FAQs) (10) hid
| Em Eastern Kentucky University system (FAQs) (10): fide
4 Canlial Aithensealion Sefvice [CAS) & EQ478EK ned to login =
1 4 ar
Enter your Username and - ; - Help? copy
'J Possword ) ! » B09210; How do | ereate 3

£99437- Hg

B IEEs an eBook? copy
| = #1027659: How do
| LearningExpracs? copy

‘ « #107597

Lo
| a eHesource
| s
| L ot

IEEEE Laad B L b L L] B T » #105444° Pra
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Example Ticket screen capture — page 3

E-Key login examples: of Style copy _
] o #105245: What is my login
* Student (john_doe21) for the library computers?

« Faculty/Staff (doej) copy

#99447: | downloaded an
eBook to my computer but |

Once you login, you should be seamlessly connected to our online resources.

If your login does not work, first make sure you have entered your username correctly. Only use the first part of your can't open it. Help?l copy
email-do not include the domain part of your email address. o #39237: How do | get an
Correct: john_doe21 MFPA code? copy

« #99257: How do | find an
Incorrect: john_doe21@mymail eku.edu ANSI standard? copy
If you are entering your username correctly and still can't login, contact IT to make sure your E-Key information is up to Recommendations from your
date. If IT confirms that your login information is correct, and you are still having problems logging in, please contact us so system (private) (8): Ehow
we can troubleshoot this problem.
Emailed to: "Kelly testing the chat feature” <kellysmith72@gmail.com=, "Laura Edwards" <laura.edwards@eku.edu= Search
MNote from Laura Edwards (Dec 04 2015, 09:37am): c

opy an Answer

Kelly - | created a macro "Logging in to Library Resources from Off-Campus”. Copied and pasted from the FAQ to see
how it looks on the patron side.
Emailed to: "Kelly Smith” <kelly smith2@eku. edus= FAQ Entry B

Load Answer
MNote from Kelly Smith (Jan 04 2016, 01:34pm}):

[Queue Transfer from: EKL Reference Queue to EKU eResources Queue]
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Example Ticket screen capture — page 4

o Load Answeas
Create a Reply I Past an Intermnal Mote | ian/Transf
Apply a Macro to this Mo Macro = Apply = Helphul Toola
Ticket
Q o Search LibAnswers (pub :'
- = = in :
ik & & B |2 = Syvem-Wide ki Sourcs for
Logging in to Libvary Resounces from Ofl-Campus
Search J
| (Resuls OpEn I a new Winoow

= Web Shoricuts

(Resulis OfEN f-& N&wW Wmnoaw

1 Add Links

Files {0)
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Example Ticket screen capture — page 5

: CC Answer to “Laura Edwards"” <laura.edwards@eku.edu=
1
[ Add Email
: Emails in the list will receive notifications of replies and be allowed to
4 post replies. Emails remaoved from the list will no longer be able to add
| replies to the ticket
| Add to FAQ Group Submit as New Ip E|
| Submit as Open
. - /i
1 Add to Analytics Submit as Pending  patagel
y Submit as Closed | Create a Reply I Post an Intemal Note ‘ Assign/Transfer
\ Submit as Closed [ St
" ) a Transfer to Queue
. : |

Select the queue to transfer to

Select the queue to transfer to
EKU eResources Queue
EKU Reference Queue

——e

i e

]

Internal Note



E KU Under the hood... Chat

LibChat Dashboard chatting as: Kedly Smith Status: Connected |[Renksgal] =

@ Don't forged to sign off of LibChat af the end of your shiftiday

Chat Activity i 4 =- B Meonitored Departments 7]
® Chathing: Nama: Tost patron #3 @ Kely
Staft; Kefty Smith _
Departmant EKL Libranas @ EKLU Libraries

Test patran #3: besling again

You are now connected with Test patron #3

Kally Smih: This s the staff side of LibChal

Canned Messsges

Ssend Press ENTER {o send



E KU Under the hood... Chat

QID: 674367 Status: New Owned by: Kelly Smith | Unclaim

Asked By: Kelly Testing (kelly.smith2@eku_edu) Asked On: Nov 23 2015, 09:16am Last Updated: Nov 23, 2015 Turnaround: 00:00:00

I'm generating a chat. Please ignore. | will delete later This is a chat session that was turned into a ticket.

09:14:17 Kelly Smith: Thanks for contacting us. I'm responding to your chat.

09:14:31 This is Kelly: Thanks for your help today. If an end user's issue cannot be resolved and needs
09:14:48 Kelly Smith: Bye. follow up, this is a great way to manage that.
Asked By: Kelly Testing Chat history is included in the ticket.

Note from Kelly Smith (Nov 23 2015, 09:16am): ~ Tags

Generating a ticket from a chat
=

Create a Reply I Post an Internal Note ﬁ.ssign-‘T’ansTE’

Add
Styles «|| Format = || Font - size ~-||A-B-||B I & T, B & @
E = = E £ = i 9 = ™| [Pl B B = Q) [%- 51| [& Source

» Reuse Answers
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Manage Metadata

Switch to Group: Collections Group

Topics Keywaords ag

EKU Reference
Group Topics
For Distance Learners
For Faculty
Printing
Research Help
Resources
Services

Spaces
Technical Help
Technology

Collections (eResources)
Group Topics

Discovery

Enhancement Request
EZProxy / Authentication Problem
Link Resolver

Metadata

OCLC System Outage
Subscription Problem

User Technical Issue
Vendor Platform Problem
Workflow Mangement

Tags - apply to all queues in system
* Urgent *

Awaiting Vendor Fix

Help - Directional

Help - Research

Implementation testing

IP / EZproxy

Linking - A to Z list

Linking - Discovery

Linking - link resolver

Metadata update

Open access content

Platform problem - access denied due to excessive downloading
Platform problem - incorrect metadata
Platform problem - missing content

Platform problem - system down
Subscription - activation needed

Subscription - canceled

Subscription - change of pub/platform or title
Subscription - coverage change

Subscription - lapsed

Technical support - browser

Technical support - faculty laptop connectivity
Technical support - media player

Technical support - other

Unresolved - problem cannot be duplicated
Unresolved - referred elsewhere

User error

Workflow - cancelation

Workflow - new resource

Workflow - renewal
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Knowledge Base Explorer: Tickets

= Tickets |l Dates & Times |l Source & Form Fields |l Answerer & Turnaround = Referrer B Export Stats
1D Full Text Source | All Sources E| Status Al E|
Asked from 2015-01-04 to Updated between and Owner View All ~
Queue All selected (2) - Tag Selecttags... - Limit by Day | All Days IZ| Limit by Time between 00 bt IZ| and 24h E|

Turnaround (hours) == E| Name Email (Clear fitter)

Showing statistics for 36 (out of 36) Tickets

Monthly Breakdown

Queue JAN FEB MAR APR MAY JUN JuL AUG SEP OCT NOV DEC JAN
EKU eResources Queue 0 0 0 0 0 0 0 0 1 4 4 19 1
EKU Reference Queue 0 0 0 0 0 0 0 0 0 2 2 3 0

Total 0 0 0 0 0 0 0 0 1 B 6 22 1
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e o

Type of Issue Statistics

vendor platform problem

User technical issue
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Daily Distribution (on what days are the questions asked)

MON TUE WED THU FRI SAT SUN

Transactions By Day of the Week

Transactions

]

Mon Tue Wed Thu Fr Sat Sun
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EI(” Under the hood... Other Features

Resource Status Update Widget

Status

o All databases are working normally!

Having issues logging in?
Claar your cache (CTRL + SHIFT + DEL) and iry again.

Twitter Integration

683195
2

Thx @EKULibResources & @ekulibraries! ErikLiddell
Neuroscience display for Tali Sharot (@ErikLiddel)
"Optimism Bias" #EKU Thur Dec 3 @ekupsy
https:/ft.co/F4a80oZanN

Asked via Twitter

Queue: EKU Reference Queue

Status: No Response

Site URL / Related Link: No Response

Department or Class (e.9., ENG 102): No Response

More Detail | Explanation: No Response
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EKU Libraries | LibAnswers [ Collections Group

Internal Staff FAQ LibAnswers: eResource Troubleshooting

7 Answers Browse All Groups ~ Topics «

Contact Us Popular Recent Featured

D Text us- 859-903-0848 WMS link to eBook incorrect?
Last Updated: MNov 14,2015 @ Topics:  Vendor Platform Problem Views: 2

How do | report a problem broken open access link in an OCLC record that | can't
change myself?
Last Updated: MNov 15,2015 @ Topics: Wetadata = Views: 0

Topics

EZProxy / Authentication Problem . -
° Problem accessing Chicago Manual of Style

Metadata

Subscription Problem Last Updated: MNov 14,2015 | Topics:  User Technical Issue Views: 0
User Technical lssue

\Vendor Platform RKMA eBook Package 2016

Problem Last Updated: MNov 14,2015 @ Topics:  Workflow Mangement Views: 0

Workflow Mangement . .
Access denied to All the World's Primates

Last Updated: MNov 15 2015 @ Topics:  Subscription Problem Views: 0
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0 | tried 10 login and gol an eirar messsga. Help#

| bt iogin and ool an enor messapge Help?l e —

deavmred By ity S B .20 81 Pt o
+ Db bk SNEaa") = Tapan
e EZprary Berver Dimae
e e
‘== ot E

. a A @ BT e L 3 = s

EE A W 2 | - AL E-N: o/ K B T = B P A i N —
. . . . y ' Beniatn Lirsa

Elgay Sarsr Error AR -
oht or emal o Pk e
 Tpmm e . 055 2Oy
STy Serorr ot - Man = chack
s A v g
L = pwts Tam Hid e - ¥ oo, Db B L B hY Ky =
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E KU Public portal... FAQ

Ask Usl

FAQs are suggested as end .

37 Answers logi user types in a question ~ Search Browse All Topics ~
How do | login to use library databases and other
?
Chat with the Lil Co0urtes? estion

. . Customizable end user
| tried 1o login and got an error message. Help?!

ticket submission form

What is my login for the library computers?
How do | get an NFPA code?
How do | find an ANSI standard?

Ask Us can we help you?

Sorry, chat i

earch help? Tell us about your topic and assignment.
How do | renew a book?

T o 0 S ——
question

e e i @1 issue? Includs details about where you started
your search, exact steps taken, onscresn messages, slc.
Provide relevant links to & specific problem resource, if

applicable.

Question [ Issue *

Embedded
Chat widget

More Detail / Explanation

Site URL / Related Link

Schedule An Appointment Attach a file

sl
T

Popular cent eatured

| tried to login and got an error message.
Help?!

Last Updated: Mov 13, 2015

Technical Help

Topics:
Resources Views: 26

Does the library have a fax machine?
Last Updated: MNov W ooice-

Technology  Services

Last Updated: MNov 15, 2015

Resources

Topics:
Views: 11

Research Help

How do | get an NFPA code?
Last Updated: MNov 13, 2013
Views: 11

Topics:

Resources

How do | find an ANSI standard?
Last Updated: Nov 15,2015 | Topics:



E KU Benefits

Ease of implementation

Customizability

Integration with existing Libguides

Intuitive interface

Ability to transfer tickets / assign ownership
Ablility to merge tickets

Centralized management of ERM

Unique FAQ functionality

Dl g OISR D vy
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