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Enquire: Librarian Training Notes

Course Objectives

This course is designed for library staff that will be taking part in Enquire or staffing a local authority
local service.

Please note that the OCLC Support desk will not assist with queries arising from this training manual
unless the caller has attended the training course.

By the end of the course you should be able to

¢ Chat with patrons, through picking up a question, answering and closing it.
e Follow-up outside of the chat session.
e Perform review and admin functions within your user id.

Software Version: QuestionPoint. Release November 2015
Author: Joanne John
Reviewers: Ruth Abbey

OCLC believe the information presented in this document is accurate at the time of production.
However the information is subject to change and OCLC cannot accept responsibility for any errors
that may appear in the document.

QuestionPointm
OCLC Ltd
City Gate 8 St Marys Gate Sheffield S1 4LW
Phone — +44 (0)114 267 7502 / 0845 267 7502 (local rate) Web — www.oclc.org
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1. Introduction

1.1 What is Enquire

Enquire is a subscription service and formerly one of a trio of People’s Network services originally
commissioned by the Museums Libraries and Archives Council (MLA?) in 2003. It provides a high
guality public library reference service, 24 hours a day, 365 days a year, using OCLC’s
QuestionPoint? software.

This service is achieved through joint service delivery across participating libraries in England and
Scotland combined with participation in OCLC’s 24/7 Reference Cooperative that secures
coverage from US partners.

As the service is supported by 1,400 libraries worldwide, there is always someone on hand to
answer your users’ questions in the hours when your library staff or UK staff are not available.

Enquire is staffed by subscribing libraries in the UK Monday to Friday between 9am and 5pm, and
on Saturday mornings. After these times the service is staffed by our cooperative colleagues
predominantly in the US (these are both cooperative libraries and also OCLC employed Back-up
staff who assist at peak times). Enquire is staffed all day every day, including all major holidays
where we still receive questions.

Through innovative uses of the software, additional added value local services can also be
created. Communications directors are taking opportunities to answer internal staff queries and
concerns. Chief Executives from Luton and Somerset have taken part in one or more chat
sessions with their citizens. A Bristol Councillor has conducted a chat session during Local
Democracy week. Somerset, as well as engaging with Councillors, have also held chat sessions
with an Environmental expert for schools to attend about recycling. Other possibilities include
homework help services, opportunities to chat with an author or sessions that engage with specific
interest communities such as those researching their family history.

All training course manuals are made available on the ‘Enquire for Staff’ website® and may be
viewed online or downloaded by customers wishing to have current manuals for modules they use.
Additional short information guides can be found on the Enquire for staff website

1 http://www.mla.gov.uk & http://www.peoplesnetwork.gov.uk

2 http://www.guestionpoint.org

3 http://www.oclc.org/support/services/enquire.en.html
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2. The Basics: Quality, customer service and
procedure

2.1 Etiquette

Before delving too much into the product, some time should be spent looking at the etiquette of
chat. Itisn’t any different in terms of customer service, but there are some methods that can be
used to help you have a more confident session:

Chat in short sentences.

If the question is a tough one, explain to the patron that it might take a while to answer, and
offer to get back to them later via email if that is easier for them.

Set users at ease with phrases like ‘that’s an interesting question’, although over doing this
can appear insincere; also try to work the customer’s name into the conversation to make
the service more personal.

Ask for the client’s approval if appropriate ‘I'd like to look at this further and get back to you
via email. Is that OK with you?’

Keep users interested by offering relevant websites to look at whilst you do further
research.

Another method of keeping the user engaged is to tell them what sources you are
searching and why.

If you have had technical problems or require more time to find the answer tell the user
politely and send a follow up email as soon as possible with the answer.

Before closing, ask the patron if the question has been answered (“Does this completely
answer your question?”)

Close each session politely and definitively e.g. Thank you for using the service...’

For further reference: 24/7 Policies, section 4.1, General Chat Guidelines:
http://wiki.questionpoint.org/247-Policies#41GeneralChatGuidelines
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2.2 Customer Service

Good service in, Good Service Out:

The importance of the reference interview cannot be stressed enough. This is especially true if the
guestion will be coded for follow up, a good reference interview is really essential, and it helps
establish communication with the patron. We have some good reference interview guidelines in the
Policies (http://wiki.questionpoint.org/247-Policies#42Referencelnterview ) and Best Practices
(http://wiki.questionpoint.org/247-Best-Practices#Referencelnterview/ResourceSelection ).

Examples of quality and customer service are

Matching
Take the tone of your interaction from the tone of the patron, i.e. level of formality or

personalisation, or if you are not sure be slightly more formal. Take charge, but only within the
bounds of your confidence, Enquire is not advocating the use of emoticons and text-speak.

Depth of Response

How much of a 'reference interview' is to be conducted; will they want short or long answers; how
much help to be given when questions are received outside the scope? The reference interview
will assist you in getting these answers. The reference interview will also help identify the
timescales you have to respond.

How much time should be given to a transaction?

There is no predetermined length for a chat session. The average session time is 16 minutes,
although it can be much less, and if you are very engaged with the question or patron it can take
significantly more. Use your own judgement as to when you think the question can be wound
down. Use closed questions that require a yes or no “Does this answer your question?”

Local questions

Many patrons use Enquire to get local answers. This is acceptable and if the patron’s local library
authority participates in Enquire there is no reason why they cannot be helped. Through use of the
policy pages (see Section 4.2) you should be able to assist them. It is also useful to remember
that when you are not on duty, other libraries in both the UK and US will be answering your
patron’s questions.

Signposting

As professionals you may not always be able to provide the answer, although you will be able to
signpost them, that is provide them with details of where they can find the answer. For instance:
financial assistance can be found though the Citizens Advice Bureau; and health assistance can
be found through NHS Direct. If you are unable to help, you will know someone that can.

Customers are the arbiter of quality, you need to keep them not lose them to ensure you establish
credibility not just for Enquire, but for our local authorities and public libraries.
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2.3 What to check before starting your shift

Look to see who your shift partners are — they are the only ones that count. Also, you should
check your pc browser settings before each shift.

2.3.1 Checking your shift partners
There is a rota detailing all participants and their shift times. This can be found at:
http://www.oclc.org/support/services/enquire.en.html

@ OCLC' Suppor’[ & Tra\‘ning Search Support & Training

Contact OCLC Support  SystemAlerts % Librarian's Toolbox

Product Support Training Software & Reports Ordering & Billing

Support & Training home : Enquire

Support & Training home Enquire Sup port

Enquire

Enquire is a collaborative, real time, 24/7 digital reference subscription service. It delivers an enhanced information service to the public by providing
unfettered 24/7 access to library and information professionals through chat and email technology.

Need assistance for Enquire?

Contact OCLC Support

Enquire is socially inclusive; available to anyone with a web browser or web-enabled mobile device and Internet access and whose library participates
TUUL ULl SEIVILE UBSK B

Enquire Rota Enguire i an accessible chat based service that is staffed globally, managed nationally and delivered locally and epitomises public library
Click Here = collaborajive/shared service delivery.

Enquire gffers you the ability to create locally tailored services that all come into one piece of software.

Main O

News, events, member info »

Interesting Questions / Survey Comments

For the purpose of finding out who your shift partners are, click on Staff Rota. You’ll see the page
below, where you can click on the Staff Rota link from the menu bar, an Excel spreadsheet will
download showing which other authorities will be staffing Enquire with you during the shift.

Below is a copy of the staff rota.

A 8 c D E F G H

4+ | The 24/7 rota tab has been removed as all Enquire libraries (not necessarily each staff member) m
5 | should be staffing this queue for all of your designated shift

[:] *HINT* - To find your authority, use 'find' on the menu bar, or Ctrl+F and type in part of your authority name

7 vww.askalibrarian.org.uk
8 **AM shifts are 9am - 1pm Updated: 06/10/2014 1

9 **pM shifts are 1pm - 5pm time: 10:30

~ALL AUTHORITITIES NOW 24,/7 FOR EACH SHIFT - AT LEAST ONE PERSON SHOULD BE MONITORING THE 24/7 REFERENCE QUEUE AND PICKING UP QUESTIONS FOR EACH SHIFT ~
Training material can be found here: http://enquire-uk.odc.org/contentfview/115/113/

10

47 Sunday |Monday Tuesday ‘Wednesday Thursday Friday Saturday

48 05-0ct  |06-Oct 07-0ct 0B-Oct 09-0ct 10-Oct 11-Oct

48 AM AM AM AM

50 Croydon Brighton & Hove Kirklees Cornwall uthwark Newcastle 9.45-12.15 (24/7)
51 Cheshire Morfolk Lancashire Surrey indsor & Maidenhead

52 Essex

53

54 PM PM PM PM PM

55 Hull Manchester Leeds Kensington & Chelsea Westminster
56 Staffordshire MNewcastle (1-4) North Yorkshire Derbyshire Worcestershire
57 Kent Kent
58 i Gity (24/7) (eve)

1. Shows date and time the rota was last updated.
2. Shows which authorities are also monitoring the 24/7 Reference Cooperative. The blank line
between authorities denotes the two daily sessions: am (09:00-13:00) and pm (13:00-17:00).
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2.3.2 Checking your pc settings
Next check your pc settings. This is important as it is the settings that enable the automatic refresh
of the chat between yourself and the patron. If these settings are not changed responses will not

come through from the patron. If you forget to do this before launching chat, don’t worry you can
do this when you are in chat.

On your browser menu bar (not the software) click:
e Tools
¢ Internet Options
¢ Inthe Temporary files areas:
o Delete your cached pages
o Click on ‘Settings’ and change the radio button from the default of ‘automatically’ to
the option ‘every visit to the page’
e Click Okay and continue logging into QuestionPoint
See below for an example of what to do.

o s Q) Bt L Gee I I -E T i
dress [ @] hiip dves s TR —— | e | Ly ™
Cregee Mobds Faoris,
S M Coiole

}

T — e
2l I Gerrl | Secusiy | Frwscy| Comtent | Connsctions | Progesrss | advanced|

imdmmmmmm
o can g delste o offg conkenk S bags
locaky. B aech Pon v e s i iliel pse:

B Deete sl offiee it ! I Eyetry sl Lo the page
P Fiard : ety tima s st Indmimet Dphorss
Autorube
i hever

Faes ol vatn on the Inksmest o shoied n & specil fokder
Fra ek vimveng lates, . Teanparry Inbpanat s Folder
Deiets Cockien | DoinFien | e |

Thes History bocen combuing ks ks pasges posdves wate, o
_‘} quck sccest b mcenlly vasesd pagar.

0 | Cwe | o | o || cas | |

Once all this is checked, you are ready to log into QuestionPoint.
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3. QuestionPoint software

3.1 Logging into QuestionPoint

To log on to the librarian side of the software, go to: http://www.questionpoint.org

At the top of the screen, select the option: ‘Librarian Logon’.

LBrarian Lagin =

DELC Leamm More

Ly

e —— . e
“+3*~ QuestionPoint” =

24/7 Reference Services
2417 Cange

Comrminity

To log in you will need the 6-digit User ID and password provided. This 6 digit User ID is emailed
when a new account is set up. Local Administrators will have a 9 digit User ID for setting new
accounts and running reports, this will start 200XXXXXX.

Authorization:

Library patrons click here to log in

Language: 'xfl&elect Language E| ()]
User ID: % 123891

Password: % sssssense

Forgot your password? Click Here

If you cannot remember your password, use the “Forgot your password? Click Here” option under
the Password cell, your login details will be emailed to you. If you still have problems, contact
Support?

The password will initially be the first 20 characters (including full stops and the ‘@’) of your email
address. When entering your password, you can either cut and paste your email address as
detailed in the User ID email, or just keep typing until the cursor stops; there is no need to count
the characters. The password is however case sensitive.

The first time you login, you will then be prompted to re-type the password and select your own
unique password.

4 support-uk@oclc.org or tel +44 (0)114 267 7502 / 0845 267 7502

OCLC Ltd Version 5. November 2015 Page 9 of 49


http://www.questionpoint.org/
mailto:support-uk@oclc.org

Enquire: Librarian Training Notes

3.2 Change the session timeout

A My QuestionPoint =3+ QuestionPoint’
SELECT SERVICE:
My QuestionPoint - @ D
Home Reports

Home My Password My Settings My Library’s Webform Coverage

From your ‘My QuestionPoint’ home page click on “Settings”, this is the 3™ option on the red menu
bar.

SELECT SERVICE Support
My QuestionPoint - @ D Help
Home Reports Reset Clock

Home My Password My Settings My Library’s Webform Coverage

View/Change My Settings

Account Privileges:

Account Type Librarian

Institution Report None

Profile Approve Profile

Ask A Librarian Ask Administrator

Knowledge Base Edit/Delete KB - Enquire staff pages KB

Edit/Delete KB - QP Global Reference Network KB

Current Settings

Name: Jo

E-mail address: jojohn@ocle.org

Truncate questions in lists: D Yes @ MNo

Truncate after: 0 (0-999) Characters

Session time-out period- @ 30minutes 1 hour © 2 hours| @ 4 hours

Check your name and email details are correct. The change you need to make is to the timeout
period, this should be changed to 2 hours.
Once done, click on Save

This should not require changing again.
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3.3 Homepage: Overview
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The Home page screen is split into 3 areas:

1-Offline and Chat area

The left hand column is your main working column. It is where you launch chat from, pick up
offline questions, edit your own settings, and access the knowledge base.

2-News / Announcements area

QuestionPoint post details of upcoming upgrades/installs and any other news relating the service,
including a link to the Enquire Staff website. This information is detailed in the middle area of the
screen

[This is also accessible by clicking on the Enquire logo at the top right — more information on this is
detailed in section 3.3.1]

3-Information, Resources and Training area

The right hand column is the QuestionPoint Training area — you can view the standard
QuestionPoint training materials here however, ‘quick guides’ and a manual specific to the Enquire
service can be found at: http://www.oclc.org/support/services/enquire.en.html . The OCLC training
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materials are comprehensive and are both text based PDF guides and walk through animated
guides (viewlets) which are thorough and well worth a look.

Documentation includes PDF guides and viewlets to take you through the various aspects of
QuestionPoint, including Flash chat and the chat and referral processes

There are also links to:

¢ QuestionPoint Policies (see Section 2.2)

¢ QuestionPoint Best Practices (see Section 2.2)

3.3.1 Enquire for staff website:

http://www.oclc.org/support/services/enquire.en.html - is the main page for a raft of Enquire
service information. It includes this manual and other training material. It is accessible from the
The QuestionPoint logo at the top of the screen:

@ OCLC' Suppor’[ & Tra\‘ning Search Support & Training

Contact OCLC Support  SystemAlerts % Librarian's Toolbox

Product Support Training Software & Reports Ordering & Billing

Support & Training home : Enquire

Support & Training home Enquire Sup port

Enquire

Enguire is a colliaborative, real time, 24/7 digital reference subscription service. It delivers an enhanced information service to the public by providing
Need assistance for Enquire?  nfetiereq 24/7 access to library and information professionals through chat and email technology.

Contact OCLC Support Enquire is socially inclusive; available to anyone with a web browser or web-enabled mobile device and Internet access and whose library participates
in Enguire.

EnquirT Enquire is an accessible chat based service that is staffed globally, managed nationally and delivered locally and epitomises public library
Click Here » collaborative/shared service delivery.

Enquire offers you the ability to create locally tailored services that all come into one piece of software.

Your local senvice desk »

Main OCLC Site
News, events, member info »

Interesting Questions / Survey Comments

The website has links to the most recent training recordings and static PowerPoint presentations
as well as the Enquire User Manual.

The Subscription form in ‘Subscribers’ Corner’ and a button to contact UK Support.

3.4 The ‘offline’ area
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3.4.1 Questions Lists / Ask Module

You are able to review your questions and those of your authority colleagues from the Question
Lists / Ask Module. Referred service questions or questions taken offline are also listed here.

My guestions — questions only you have answered.

Question Lists — all authority questions.

New questions — questions that have just come in and are currently being dealt with in chat, or
that are referred, either via referral from the service, or where a patron has replied to an
answer/further clarification request.

Unassigned — questions that may have been disconnected in the process of being picked up by
your authority. If any questions appear here, you should check to see what action needs to be
taken.

Active questions —questions that have not been ‘closed’.

SELECT SERVICE: N Support
Ask - e =] + B D k- Help
Questions  MyQuestions  Add Question  Review Transcripts  ServiceHistory  Settings Reset Clock
Active  New  Pending  Referred  Answered  Closed Al
Active Questions Search: by Keyword(s) - ©
Q, Advanced Search
Refresh List Records 1-250f238 €12345..103%
Sort by: 1D | Received | Updated Limit to: All -9
[l (& 10817377:Chat Transcript: |s there any material that would show a map or description of the gallowgate or merchant city in Glasgow betwee nthe years 1614-1615 — Unassigned —
Patron:
Received: 23:44:53 2015/10/11 (GMT +0100) Updated: 09:08:05 2015/10/12 (GMT+0100) £
1 & 10816954: Chat Transcript Assigned tof
Patron: Anonymous Patron
Received: 19:48:16 2015/10/11 (GMT +0100) Updated: 20:03:33 2015/10/11 (GMT+0100) £
] [ 10816306: Chat Transcript: Your description of the title of the Harry Turtledove novel is incorrect. Instead of 'In the presence of Nine Enemies it should read Mine Enemies. — Unassigned —
Patron:
Received: 09:49:40 2015/10/11 (GMT +0100) Updated: 09:09:05 2015/10/12 (GMT+0100) £
E ? 10815653: Chat Transcript: My account says that it is linked to 'Hack David Lovatt. Who is he and whatdoes that meme an? Assignew
Patron}
Received: 21:37:49 2015/10/10 (6MT +0100) Updated: 10:40:13 2015/10/12 (GMT +0100) £
[F] £ 10814758: Chat Transcript: Are you able to locate o copy of Counselling for Toads? | have been recommended to read it, but I havenit been able to find it on the search facility. | dontt  Assigned to I
know the full name of the author, but the surname is De Board (I thinkt) Thank you in advance Patron I
3
Received: 13:10:37 2015/10/10 (GMT +0100) Updated: 10:13:53 2015/10/12 (GMT +0100)
[l & 10814730: Chat Transcript Assigned to
Patron: Anonymous Patron
Received: 13:08:19 2015/10/10 (GMT +0100) Updated: 13:17:24 2015/10/10 (GMT+0100) 2
[l B 10814538: Chat Transcript: what Assigned tol

Patron: Anonymous Patron
Reneivad- 018-40-45 2015/10/10 (GMT +0100) Lindatad- 09-01-2& 2015/10/10 (GMT +0100) *
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You can also access the Question Lists via the Ask module heading in the drop down menu.

1 My QuestionPoint

SELECT SERVICE:
My QuestionPoint -

Administration Settings
Ask

Knowledge Base

Profile

Reporls

3.4.2 Question Lists

Click on “New” under the “Question List” heading; this takes you into another screen listing all the
guestions that have been asked by patrons and picked up or assigned to your authority.

Active New Pending Referred Answered Closed All

New Questions

Refresh List
Sort by: ID | Received | Updated

Fl ?  10815653: Chat Transcript: My account says that it is linked to 'Hack David Lovatt. Who is he and whatdoes that meme an?
Received: 21:37:49 2015/10/10 (GMT +0100) Updated: 10:40:13 2015/10/12 (GMT +0100)
E ?  10804689:test for descriptive codes and header training information

Received: 14:22:28 2015/10/07 (GMT +0100) Updated: 12:25:34 2015/10/08 (GMT +0100)

[} —Select Action— ~ &

Here you see a list of all the questions by category:

Active — questions for follow up / awaiting further information.

New — new questions just come in.

Pending — questions requiring action (referred questions will show here as well as in New).
Answered — if you have completed the question you can automatically set the question status to
‘Answered’.

Closed — when no further action needs to be taken.

There are also symbols to the left of the transcripts showing the status of the question:
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[ [ 10817377:Chat Transcript: Is there any materi
Received: 23:44:53 2015/10/11 (GMT +0100) L
[ & 10816954 Chat Transcript
Received: 19:48:16 2015/10/11 (GMT +0100) L
[ (& 10816306: Chat Transcript: Your description of
Received: 09:49:40 2015/10/11 (GMT +0100) L
[ ? 10815653: Chat Transcript: My account says 1l
Received: 21:37:49 2015/10/10 (GMT +0

[ & 10814758: Chat Transcript: Are you able to loci
know the full name of the author, but the surna

Received: 13:19:37 2015/10/10 (GMT +0100)
] & 10814730: Chat Transcript

Received: 13:08:19 2015/10/10 (GMT +0100) L
= D 10814660: Chat Transcript: title

Received: 12:01:16 2015/10/10 (GMT +0100) L
= D 10814605: Chat Transcript: Hi...| have asked fc

Received: 10:59:50 2015/10/10 (GMT +0100) L

These symbols are explained below:

R SOl Description of list

list included
New New Questions that need action by you or your library
2
Pending {F;ending Questions that need action by someone outside your library:
e A patron whom your library asked to clarify a question, or
e A library or expert to whom your library referred a question for an
answer
Answered Answered Questions for which an answer has been sent to the patron.
&=
Closed Closed Questions that a librarian or patron has closed
[
Active New A combined list of all the questions in the New, Pending, and Answered
Pending question lists
Answered
Referred New A combined list of those questions in the New, Pending, and Answered
Pending question lists that were referred for an answer by your library or to your
Answered library
The list includes questions referred:
(Referred i . i
questions only) e By your library to another library in your group, to the Global Network, or

to a subject-matter expert
e To your library by ancther library in your group or by the Global Network

3.4.2.1 New Questions area

You will need to open a question from the ‘New’ questions area if one of the following has
happened:
e You are on shift and a general question that was referred back to Enquire overnight by
the US for additional answering.
e You are not on shift, you may have a new question referred as it is very local and
requires specialist knowledge.
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¢ You have completed a chat session and need to undertake further research and get
back to the patron.

e The patron has asked for a response via email.

For points 1 & 2, your authority will receive a daily email containing all referred questions
information from OCLC Support:

Example of the emails that are sent daily to the Enquire list for libraries to action as appropriate:
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Gnod morsisg

There arz =0 refermed guestione this moming from Engu ine 10p0ur arares, Bul phease continue toched poar ooyl e’ Guestian Lists farany that Rave come bacs b yau drectly as these an: your
dlizens wanting assmane!

My Duestions

Tten roka For She reatof this meak and nect vass s shown below. Hpcu hoee sng quaries, pleass contac Supzart.

[Thurzday Erday Satucy
T ir-fce Ad-Out

nM AW

Larmesall Htalfondshine Pl the 34512 15 |27
Surrey ‘W rtmmirater

Pt A

15T Sradfard

KanungEon & Chahes | Motlinghemkde
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Wwindsar 5
Kent Essan Mook Comal Masderhead Hewonte 545 1115 (247
[ Sandwal 30-1:30 Kerk Sutrey Hotinghanmhin
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LX) ] PH Lt ] PM
Bohon Fmrasths Haridprdshine B by Saurthewark
Crcloedshing Rarelk Lisads Halion Fotlinghanmhin
Bastwishes,
1o
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= R ITRE COACADT YR ARERT BRand of @ before inay Fve DUERT T e SRINOEE VIR F WY They wRre Berh (PRar s 3 or o AR T TR 0 BRIV WWREPETS ., SDEVENE, (RS VeE a0 A erel

“A ready suwiud spreice a1 37048 fve”
- Vs ey achly soeenced e’ rebarad e oy ey By sl e oenoes of camiacl i oy, el sweeke”

Jodohn

OCLE  Cusicmer Support Cormautiant
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WO S 3967 78003 -

g el - Taes - Yias o - Ennme
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Clicking on a question in the ‘New’ questions list will open up a question. This will be displayed as
below and shows all the details of the transcript.

[l (& 10824225:Chat Transcript: Do you hold old school Photographs for St Saviours Primary from 1958 to 1965 and also Sir Robert Bellarmine from 1965 to 1969. Can | view these at the
Mitchell.

Received: 19:34:20 2015/10/13 (GMT +0100) Updated: 08:57:47 2015/10/14 (GMT +0100)
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Answer Reject Assignment Add Note Add Descriptive Codes

Change Patron E-mail [fREFErTUf B © IfMquTnf B ©

Question Detail

Pation: I

Assigned: UK Support (19) -‘ 5] Status: LG
19:

Received: 34:20 2015/10/13 (GMT+0100)
Wait Time: 95 Session Time: 500
Language: English
Referred to: Glasgow Life Assigned: Unassigned
Recall Send Message to Librarian
Question: [10824225] Chat Transeript: Do you hold old school Photographs for St Saviours Primary from 1958 to 1965 and also Sir Robert Bellarmine from 1965 to 1969. Can | view these at the Mitchell.
Patron Institution: Enquire
IP Address: 86.5.176.167
Referer. http://www.glasgowlife.org.uk/libraries/the-mitchellibrary/archives/Pages/home.aspx
Browser/0S: Mozilla/5.0 (Phone; CPU iPhone 05 8_0 like Mac 0S X) AppleWebKit/600.1.4 (KHTML, like Gecko) Version/8.0 Mobile/12A365 Safari/600.1.4
Cobrowse: No
Category: ENQUIRE_UK
7ip code: | ]
Question History
Patron: Chat Transcript: Do you hold old school
19:34:20 2015/10/13 (GMT+0100) Photographs for St Saviours Primary from 1958 to 1065 and also Sir Robert Bellarmine from 1965 to 1960. Can | view these at the Mitchell
Librarian 1: Note: Patroris screen name I
19:3421 2015/10/13 (GMT +0100)
Librarian 1: Librarian ' IS h= < joined the session.

19:35:56 2015/10/13 (GMT +0100)

Librarian 1: Hi,Im a librarian in Washington state (U.S.). | help out when your librarians are busy. Reading your question now....
19:36:13 2015/10/13 (GMT +0100)

Librarian 1 Unfortunately, your librarians are not online right now. Would you like for me to forward your question to them for follow up via emai?
19:37:122015/10/13 (GMT +0100)

Patron: Thank you
19:37:17 2015/10/13 (GMT +0100)

Patron: Yes thank you
19:37:46 2015/10/13 (GMT+0100)

Librarian 1 Are you referring to the Mitchell Library?
19:38:07 2015/10/13 (GMT +0100)

Pa

tron: Yes the Mitchell Library inGlasgow
19:38:55 2015/10/13 (GMT +0100)

Librarian 1

H Thank you, let me just check to make sure they are connected with this service. I'l be just a moment.
19:39:23 2015/10/13 (GMT+0100)

Librarian 1: Im not finding that information in the Policy Page, unfortunately. But, Il go ahead and forward this. You will hear from someone either from the Mitchell Library or Enquire soon
19:42:22 2015/10/13 (GMT +0100)

Librarian 1 Thank you for using this servics today! I'm sorry | couldn't be of direct assistance.

19:42:44 2015/10/13 (GMT +0100)

Patron: Thank you Karen.
19:43:04 2015/10/13 (GMT +0100)

Librarian 1: Yourra welcome! Goodbye for now.
19:43:30 2015/10/13 (GMT +0100)

Patron: No problem thanks.
19:43:51 2015/10/13 (GMT +0100)

Patron: Patron ended chat session.
19:44:07 2015/10/13 (GMT +0100)

Librarian 1: Note: Set Resolution: Followup By Patrons Library
19:44:13 2015/10/13 (GMT+0100)
Librarian 1: Note: Mitchell Library in Glasgow.
19:44:38 2015/10/13 (GMT+0100)
Librarian 2: Referred from: Enquire(10836) by: UK Support(100284857) to institution: Glasgow Life(12598)
08:57:47 2015/10/14 (GMT+0100) Reason: Referred Local Query
Answer Reject Assignment Add Note Add Descriptive Codes

Change Patron E-mail

Question Detail

Answer Reject Assignment Add Note Add Descriptive Codes

Change Patron E-mail [7REFErTu* B 5] I*MBVETO* B ©

Question Detail

Pation: ]

Assigned: UK Support (18) © Status: L =
Received: 19:34:20 2015/10/13 (GMT +0100)

Wait Time: 95 Session Time: 590
Language: English
Referred to: GlasgowLife Assigned: Unassigned
Recall Send Message to Librarian
Question: [10824225] Chat Transcript: Do you hold old school Photographs for St Saviours Primary from 1958 to 1965 and also Sir Robert Bellarmine from 1965 to 1969. Can | view these at the Mitchell
Patron Institution: Enquire
IP Address: 86.5.176.167
Referer: http:#/www.glasgowlife.org.uk/libraries/the mitchelribrary/archives/Pages/home.aspx
Browser/0S: Mozilla/5.0 (iPhone; CPU iPhone 05 8_0 like Mac 0S X) AppleWebKit/600.1.4 (KHTML, like Gecko) Version/8.0 Mobile/12A365 Safari/600.1.4
Cobrowse: No
Category: ENQUIRE_UK
7ip code: | ]

This shows details about the question:

Patron - Contact details — such as name and email where given. Section 5 details how to deal with
anonymous patrons.®

5 For this manual an OCLC alias account has been used. No data protection rights have been violated.
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Wait Time — How long did a patron wait before being picked up (in this case 60 seconds).

Session Time — Shows how long the chat session was in progress (in this case 2940 seconds / 49
minutes).

Referred to: Shows which library authority picked up the question.

Question — the full initial question.

Referer: Shows the URL the patron accessed the service through.

Zip code — the first 3 digits of a postcode. This information is kept for library reporting purposes. It
also provides a useful tool to see where a customer’s local library authority is. In this instance, the

customer is in CB3 which is in Cambridge.

Section 5 will cover how to answer a question ‘offline’ in more detail.

To show briefly, click on ‘Answer’

A Queslion

Cmacal Send Arawer Hegquexi Clesthcaiion Sard Mamznga Sawe Drwit Q Sanrch KE

e TVERFLEEE Chaet Trawvanrip Do gons hiodd add bl Pharagiaphs S 51 Sawunms Srirmany from 18058 10 1985 aned 8 lao S Robs Gelanmins

from 1083 42 108 Conl wisey shans st sha Mnched

e ) . .
[ e 1 Quick Tig
— - Plaxam rerier ihan sdcing scripied menasgen that il be ued
B S ¥ E X 3 B i & @ 2 A~ B- % o & Fomoss poiraniby br chal s, g vt avdioe ckors aie ral
saTHTE e v PE ISR ira Tt dhplg mury e s Hsoned
onl Farsty  * | Fari Soen
I8 Quiick: Tig
Defmatt v apacineg f=o thin sdrior i snier e s parsgraph Bk
ok ol Lag efte by voll il e 10k Porvdiing
Ta cranias 3 srgh apaced break Las Shitiearier keye Tha il
ot ey d b sirating o7 the presca b
Shaanele Toaln
. Sadect Peraodud Soipt -0 Sedect Inwsuton Sorgn -0
5
¥ k! EVE g1 -
Fie wize At v F M Tt A Nesv R s S088 DA rawovd |2 MR
Archrrant 1 Bogwyme,, | Ho ke skl
Aersbarand 3 B, | Hoflasketed
Aerschimant 3 Boowi., W il ki bed

There are several ways to send an answer, for Enquire we use:

Send Answer — this sends the answer to the patron and sets the question status to ‘answered’.
You can add two attachments to the reply.

Request Clarification — this sends your message asking for more information to the patron and
sets the question status to ‘pending’.

Save Draft — this allows you to start an answer, but you will need to complete it for it to be sent to
the patron.

Attachments can also be sent with any response.

OCLC Ltd Version 5. November 2015 Page 18 of 49



Enquire: Librarian Training Notes

3.5 Scripts

Scripts can be a very useful part of the chat session, allowing you to use time saving pre-
determined scripts to save you typing, these can be a welcome or a session ending, they can be
standard ways to ask for additional information or clarification, or to set users at ease. Scripts can
be added, edited and deleted

From the QuestionPoint homepage select ‘Ask’, from the drop down menu.

SELECT SEAWVICE &
My DQueslionM™oint -
o
Adminietration Settmgs My Library=Wh

Ak

:II = _

Enowledge Base
Profile:

Reporta

Select settings

Institution: Enquire (10836)

UK Support | Exit

SELECT SERVICE: N Support
| R R B 2. 2 B

Questions My Questions Add Question Review Transcripts Service History Settings Reset Clock

MyAddresses  MyScripts  MyURLScripts  Institutions Scripts  Institutions URL Scripts ~ Shared Scripts  Shared URL Scripts.

Institution's Scripts

Add New Script

Script Name:
Edit ~ Format ~ View v Insert ~ © Quick Tip
— = Please note: When adding scripted messages that will be used
4 7 |B 7 VU |E = A~ B- ® @ | Formats~ primarily in chat sessions, large fonts and/or colors are not
recommended, as patron interface display may be affected.
Font Family ~ Font Sizes -
® Quick Tip
Default line spacing for this editor is enter key=a paragraph
i break (double spaced). Using enter key will end any title
Script Text: formatting.
To create a single spaced break use Shift+enter keys. This will
continue any title formatting on the previous line.
[ Words: 0
[ Show/Hide Tooltip
Add
View/Update Scripts
Name Text
— O I N R S I'm sorry, but your library no longer participates in the Enquire service. Please can you contact them directly advising you tried to have the query answered via

Enquire but this was no longer possible.

Pt st eintis b e ¥ AP il > P P b primatn P G-kl ot P P St P P

Remove & Edit Offensive / Abusive The question you have asked has been deemed inappropriate or abusive and therefore cannot be answered.

| am having intermittent problems with my pe, can we take this offline to email? If this is okay with you, please type your email address and | willreestablish

s
Remove # Edit PC Problems contact via email. This will help me answer your question without losing you

To check the status of your account and view books on loan, due dat&f. and tosee if any money is owed on your account log in to your library account using
Remove & Edit Test script your ID number: http://193.1.100.111/Tall 1B50CDE3 1BFACIDI05B14A7EA6183E61 worker1? If you need to pay a
fine please call 061 202166 to discuss payment or alternatively drop in to the library and speak to a staff member at the infermation desk.

Remove & Edit What rulooking for? If you could please give me an idea of what the information is for, | can better determine the resources to use to answer your question more quickly.

Remove & Edit Where have you looked? Could you please let me know where you have looked for this information so far? This will help me not to duplicate what you have already found

Return to Top

There are two types of script: Institution Scripts and My Scripts, the procedure for editing etc is
the same for both.
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Institution Scripts — should be set by the authority administrator and should reflect how you wish
to say standard phrases.
My Scripts — you can add your own to help you when you are on duty.

To add a script, select either Institution Scripts or My Scripts
Give the script a short name in Script Name, then add the full text in the Script Text box. When

you are happy with the wording, click on Add. It will show in the My Scripts column when in a chat
session.

Add New Script

Seript Name: Where have you looked?
Edit = Format ~ View Insert =
- B 7 U E E ZE E £ £ E E | A~ A~ @ @ Formats~ FontFamly =~ | FontSizes ~
Could you please let me know where you have locked for this information so far? This will help me not to duplicate what you have already found.
Script Text:
p Words: 27

Show/Hide Tooltip

3.6 Policy Pages

Policy pages for your library can be created and edited to help other libraries in the Enquire
service, or the 24/7 Reference Cooperative, assist your users when you are not online. For
instance, if you staff one day per month, that is 6 days per year, so other libraries could be helping
your library users for 359 days per year. Policy pages make the patron experience as seamless as
we can make it, and provide the information we need to deep link into library information.

Policy Pages can be edited with your Standard User login, or an Authority Administrator login.
From the QuestionPoint user homepage, select “Profile”

SELECT SERVICE: &
My QuestionPoint -
Home

Home My Password My Settings My Library’s Wel

New: 1
Active: 19

Question Lists

Ne::]w J—- '_“._.__* j.._ﬂ ‘

Crat feow. PraCue- . o

Knowledge Base
Search Global KB:
@

Advanced Search

Profile

Search Policy Pages
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In the next screen select “Policies”

<%=~ QuestionPoint’

# My QuestionPoint
[ s Q

SELECT SERVICE:
Profile 1 - m 2
Institution Services Collection Strengths Printable Profile Search Administration

Institution Services Inst Info Contact Names Available Unavailable Locs Served Languages Served Eﬂes

Edit the form with as much information as you can, as this will not only assist your UK colleagues
when dealing with local questions, it is absolutely vital to enquiries picked up by the out of hours
US partners (24/7 Reference Cooperative and Backup Staff).
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You can add text, or URLs, whichever you feel will require the least amount of updating.

On the following page are a few examples of Library Policy Pages:
When updating your own policy pages you can view others by selecting the ‘Search Policy Pages’
option from the homepage:
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SELECT SERVICE: ﬂ

My QuestionPoint -
Home

Home My Password My Settings My Library’s Wel

New: 1
Active: 19

Question Lists
Newod — gie. T — ,\\ |
Crdl Pecw. PrACGL._ . _iw

Knowledge Base
Search Global KB:
=]

Advanced Search

Profile

Search Policy Pages

Search for “Bolton”
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1. Shows the Policy Page sections that have been completed, these are also hotlinks to the
section.

2. Shows who to contact to alert them there are policy page issues.

3. Shows the Policy Page contact if different from Alerts

4. Shows a completed section with text and hyperlinks.

Any problems with policy pages can also be reported to support-uk@oclc.org where we will work
with the library to amend them.
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Search for “Norfolk”
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Policy Page Email Contact Phone Hours Location Available Technology and Equipment  Wifi Access?
—— Databases e-Books Tech Assistance  Library Card Policies ~ Loan Periods/Returns. Loan Limits
== . .
*
QuestionPoint” | Profile Renewals Holds Late Fees InterlibraryLoan  Library programs, events, services  Meeting Rooms

Summer Reading Programs/Lists ~ Other Policies

Search Policies

Group Policy Page Enquire staff pages

Group Member Policies Lancashire Libraries - m

Lancashire Libraries

Alerts L ancashire lbraries general email is lbrary(@lancashire gov.uk The phone number s 03001236703 Please ask enquirers to give their 14 digit ibrary card number if they have problems with accounts, reservations, overdues etc. Lancashire lbrary cards
start 207118, Several other library services in the Lancashire area have different numbers which carit be used to access our online services.

Library Home Page URL: http:/wwiw lancashire gov. uk/libraries

Parent Institution:
http/www lancashire gov.uk

Catalog URL: hitp/

hittp//capitadiscovery. co ukflancashire/searchhelp http//www slideshare net/LCLIS/lancashire-library-catalogue
Policy Page Email Contact: |

Guest Login/PIN for Coop Librarians:

Bolton Header — all these headings relate to completed sections and they are also hotlinks

Policy Page Email Contact  Phone Hours Location Available Technology and Equipment ~ Wifi Access?
Databases e-Books Library Card Policies  Loan Periods/Returns  Renewals Late Fees
Interlibrary Loan Library programs, events, services Meeting Rooms

Norfolk Header — all these headings relate to completed sections and they are also hotlinks
Policy Page Email Contact Phone Hours Location  Wifi Access? Databases

e-Books Library Card Policies Loan Periods/Returns Renewals Holds Late Fees

Lancashire Header — all these headings relate to completed sections and they are also hotlinks

Policy Page Email Contact Phone Hours Location Available Technology and Equipment  Wifi Access?
Databases e-Books Tech Assistance Library Card Policies Loan Periods/Returns Loan Limits
Renewals Holds Late Fees Interlibrary Loan Library programs, events, services Meeting Rooms

Summer Reading Programs/Lists ~ Other Policies
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3.7 Support and help

There are online resources that can help you during your session:
+ There is the Staff website http://enquire-uk.oclc.org containing help guides, hints and tips

*  The Enquire mailing list (if you are subscribed to it) can be used to broadcast a tricky question.
This can be used not just for Enquire, but any question you may have received on the
reference desk. Why not pool the resources of the Enquire staff to get a rounded answer. |If
you are not on the listserv, let Support know and you can be added. The email address to

send questions to is pn-enquire-l@oclc.org

If you are unable to find the answer online, or need immediate assistance then please contact
Support:
*  support-uk@oclc.org

« Tel: +44 (0)114 267 7502 / 0845 267 7502
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4. Let’s get chatting

In this section we’ll look at how the patron/customer accesses the service and what their view will
be. We’'ll then concentrate on the librarian functions.

Here’s a quick checklist of things to remember when conducting a chat session:

» Never forget the reference interview — the same principles that apply to physical, email
or telephone reference still apply here. Always try to ascertain the level of response,
where they have been before and what they want it for.

* Be confident to multitask — you’ll need to be able to cope with opening multiple internet
sessions to find information.

» Have a positive service attitude and willingness to help.

» Be mindful of colleagues that may want to contact you during a session (Instant
Message).

» If you want time to think about a response, then take it offline.

» Use the Policy Pages.

« Stay calm and have fun!

4.1 Patron/Customer Access:

To get a better feel for how you can help the customer, be a patron:
* Know your way around the patron’s form.
« Know how pages are displayed.
» Look at the difference ‘preferences’ that are available in a session for different formatting.

The service can be accessed by your own specific Enquire URL, or Bookmark Your Library, for
Bookmark Your Library the patron will need to validate their postcode.

Chat with a librarian - live, 24x7

Ask a Lbcanan werwce 1z posered by Engure  a collabosation ol librares in the UK d us

Your

Queslion'Message >
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4.1.1 Patron/Customer preference options

In the chat form the patron is able to change their viewing preferences.
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' Questiosdoint | Chat
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Whie you meit, con yau provide aey more

wdarmation ebaut vour guestien...

Chat Trarscript: TRUINING - do not pick wp
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o

MRRER BARIE YEU BWRTROHE RN £ OF J UMSAE 30T IR €3 ST A GOS0 EONMRNE B TAM-EUE OF Y047 SANT SREEON
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Nows Mocsage Chime; W1 %
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Fomrt Sipe 17 %
Pt Fave Yty =
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Compoie message ond seod to librarion: (BL_J.- 8 M-c—"u

(Sed) Saxvinn funiack

Of the 3035000, & Turvey Wil 32003 To halp wa makp the sarvile batter, wo welcome &

Preferences | Exk Chat foedack, pleaye i pitse a3 ) COTMTINTAL FEGETEI YOUT e on, 43 the s w .»-,«..--..

Thank yu far using e solies Gve refarmcs surdon

Enquire is o Yahoo! Arsrees UK Snormbedge Pardote
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4.2 Librarian access

Log into your QuestionPoint account as we described in Section 3.

LT SO ® n Fpent
My QuestionPoint v J ey
e Repars sooi Clock

vvvvv Ny Pwanord  MySetings My Lkrarys Mebform Comrage

New: 1 a1

foaz 19

New: 1

Complete for Auguss 28

staniance pericd hax completed we pharmecd 1 pou logerienc my lssases clesss s yuus
ot atngg Queation Polrd

% DTV R L ey —— v

Virmeal User Geoup Meeting Availatée

=
Quick Links Views the WebiEx sacording H6 mined
AT ] Y
,,,,, n Chee | Subsenpton Group Annouscesenis
Tl o T

Chat Patioo Praction Fon Luerl Updudes: May

From the Offline area, click Launch Chat.
4.2.1 Selecting queues
Select the queues you will be monitoring:

For standard Enquire chat- all boxes should be checked. It is a requirement to participate in the
24/7 Reference Cooperative.

For local services — your local service will be your Primary Queue. When monitoring local chat only
the Primary Queue should be selected.

Select Queus

Select queues to monitor and click "Save”. To monitor your Primary Queus
with no potential rollup delay in your chat monitor, yvou must check your
Primary Queue box even if it is also part of another line item.

Select All

Queue

Primary Queue: & Enguire LK

BME Queues: A Barnsley Uk, & ENQ Bookmark, A ENQ Cornwall UK, & ENQ Donc:
Cooperative Queues: Enguire, & ENQ Doncaster UK, AQ Essex UK, & ENQ Halton |

&R RN

24,7 Reference: Public Cooperative

|| Monitor 'Practice Queue' Only

Save
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4.2.2 Checking who is monitoring the shift

Once monitoring the live queues, you can click on the Librarians tab to see who else is monitoring
the shift with you. This will list who is from a UK Enquire library and who is from the US 24/7
Reference Cooperative libraries and also OCLC Backup staff, and how you can also see whether
your fellow Enquire librarians are in session with you, or just monitoring a local service.

i DuestionPaint 12:13: 12 200500 2 Quaues {Z) Sartings Halp Lagaiil
o John [123881) Manitaring: Live Quenes
Fatron Chat Indl (0

Dsdiiag

I 0 Ot [ W0} | Librarians {10)

Librarian Quenes Quewe (Library ) Active Time

Jo Jobn (1238917 a & Enquirs LK (OCLE (UKD Led CEr O 12:11:14

Plark L=ninan [ La3125) a & Enguire UK {London Borcugh o O 12:04:00

hicoda Hamik-Stewart (124858 1 & EMNG Cambridgeshire LK (Caml O 10:-18:07

Pat Birch (113912) 1 & EMNG Cambridgeshire LK (Caml O 10:06:58

Ml MoClean [ 124835 i & EMG Keant UK (Kent Cnby Coun O 09:07 :47

Lon Euban (P (117586) B Afeer Hours Coversge (QP Backy 1 11:54:42

Pyl Cervantes [ [114545] L Ofter Hours Coverage (P Backe 0 10:57:18

Philpoa Tavler { 1220651 T & Engquire LK (Samerset Cultural 0 12:01:08

Sarah Carrmgtan [122263) =1 & Erguire LIE [ Baumemauth Likbee O 09:03:11

Pater Kazmierczak (1222540 =] O Erjuire LK (Baurmemaath Likbee 0 0E:-35:14
I'-wJe—-nud«;r-w-uw-:-\.c:Jm-:--; T

What do all of the Queue numbers mean:

e 1 or 2 queues means that the staff are monitoring only their local service and will not see
Enquire questions.

e >2 <40 queues mean that the staff are monitoring the Enquire service, it is very important
to select both queues as shown in Section 4.2.1.

e 40+ queues means these staff are not only monitoring Enquire, but also the 24/7
Reference Cooperative on their shift, as per our obligation for 24/7 provision for Enquire.

e 80+ queues these are the OCLC Backup staff, who monitor all 24/7 Reference Cooperative
queues. The Backup staff are Enquire’s last resort to pick up a question and should not be
relied on to pick up the Enquire questions, they are our responsibility in the first instance.

4.2.3 How a new session arrives

When a new chat session comes in a pop up alert is displayed on your screen. This will happen
even if you are currently in a chat session. This is so that you are aware another session has
come in. For the first 40 seconds, only Enquire librarians will see the new Enquire patrons. These
patrons should be picked up right away otherwise the question is opened up to the wider 24/7
Cooperative. The Cooperative and Back-up staff have been asked to wait over 60 seconds before
picking up a question.
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+ QuestionPand Qs 111 attimg [ 5y

Merwg Bt uase

2 = Lo New patron chat session has arrived!
: ..........: Nev Chat Patron - Patron: Jenny Jones
. o

HINT : When you log into chat, if you are unable to pick up a question and the pop up
box does not go away, check your pc settings. This is often an indication that the
Internet Tools Setting has not been set to ‘every visit to the page’.

4.2.4 Changing your alert and screen preferences

Change the way you are alerted to a new session. You can change your settings to remove a pop

up alert and just have an audible alert. This may mean you are able to select a question more
quickly.

| 57 QuesticoPolnt

12:16:42 2009/04/24 BOGD | Queues (2) Settings Help Logout
2o John (123891) MonitoFing: Live Q s
Patron Chat 1M 0)
Queues
_New (D) | MyActve (O) | AN(1) | Libracans (9)
Patron Queue Question Librarian
Bruce Kent AEnqure U~ o s
Settings
My Mash Chat Settings
Thasgs font s ——
New Patron Notification Settings
Fatn based popup olert I
Srowser Doted s (Sopep o sslem sound) !
Soured sherl when “New” patren arrves W
Sound sert repoatedty whin "New”™ potron n Queue w
Sourd wart repeatedly when “My® patron has responded: T4
Show netwoek. usage maeter 14
Tools
Info
Canced Hawe

i
| Traneterg et from e tstiongen.ang._.

Moving the screen boxes around to suit your working style:
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4.3 The librarian chat screen — Patron Chat tab

An overview of all the areas of the chat screen is detailed in this section and the processes
associated with them. Click on the Patron Chat tab.

4.3.1 The New tab

This is where new chat sessions will come in.

= QuestioaPoint Thic weds s dows S0k ey KdartRy infoevacan. | 4 504 Queues (2) Settings Help Logout

Jo Jobn (

Monitorng: Live Queues
Patron Chat M (0)
|
Quenes

New (1)

Patron Time Queue Question

Tools

' Trarel o1 A from v, Questiongeet g

Once a new chat session arrives.

At the top right of the screen you will see a short pop up display showing the Queue the patron is
coming in from. This could be Enquire, it could be a local queue where the staff are not logged in
and it rolls up to Enquire, or it could detail one of the thousands of 24/7 Cooperative libraries (if you
are monitoring the 24/7 Cooperative).

When a question comes in, the details appear:

Patron - this will show the patron name if provided; or say anonymous if a name has not been
provided.

Time - this is the time elapsed, the total time (in seconds) that the patron has been waiting.
Queue - advises which queue the patron is coming in from.

Question - this will show the full details of the question.to see the whole question hover over it
with the mouse do not click unless you are picking it up.

NOTE: Hitting the Enter key will send information to the customer. As discussed in the
etiquette section , chat in short sentences, and use ellipses (...) to advise more information
is coming...
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4.3.2 Picking up a question — Chat Tools including anonymous patrons.

The rest of the screen becomes visible, once a question is picked up. Now you can access all of
the tools to make the chat session a success. You will also notice that your session has moved
from the New tab to the My Active tab, where more of the screen is available to you, as shown in
the information below.

4.3.2.1 The Info tab

o= DuestioaPoist 100441 . 20004427 Quseves (23 Settings Help Lagaut
Jobn [ 123891) sanitoring: Live Quauss
Patron Chat 1% (N
Queues Joanne John
My Metive (1) Al Libras 12 Dreestion; Chat Tramsaipt: D0 MOT PICK LP - ranng
Jaz t
Pratron Tirm Patron's Last Massags Jaz Librarian 3o hag joined the gegsion

o [ ) Josnnse Jakn 1041 : 33 200504/27

Taals
Jaarre John Palicies

Info
IO SRR, | SPer e O OO e o 3inng
Patron: Joanne Jobn (jo,jehndocks.org) J
L i i [ Lig L Sebyuiny Service (Eng-LE]
Queus: A Enguire LE
[P Address: 19287 44,122
Referer: http: v askabbranan.org.uk
Brow s ri0S: Mozila'dD [compatioks ; MSIE 6.0; Windows NMT 5.1 5wl WET CLR
1.1.4322; MET CLR 2.0.50727; MS-RTC LM 8)
Cobrowse: Yes

- = L

Transfer End Session
[ x A data From veem tionpoink. o,

This tab provides you with information about the customer:

It provides Patron information, their name and email address if provided (for anonymous patrons
see 4.3.2.2 Anonymous patrons — how do they get the transcript?).

The Queue details of how they have accessed the service.

The Referer shows the path they took to access Enquire — it could be the People’s Network url, the
Ask A Librarian url, or a local url; all are clues to where the question comes in from and if
clarification is required.

The zip code shows the patrons location. In Section 3 we covered the importance of the postcode
and how it helps with not only library statistics, but gives a clue as to the customer’s whereabouts
should they require local information.
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4.3.2.2 Anonymous patrons — how do they get the transcript?

Anonymous Patrons can still receive an email of their transcript, however you must advise them
of this.
In the chat “Info” tab, you will see that (No e-mail provided) this is an anonymous patron.
Tools
Library Patron Policies
Info Scripts URLs Notes
Question: [10818070] Owidget: test guestion for an anonymous patron
Patron: Library Patron (Mo e-mail provided)
Patron's Library: Bookmark your Liorary
Queue: A ENQ Bookmark
Referer: http://bockmarkyourlibrary.org.uk/index.php?page=ask-a-gquestion

Browser/05: Mozilla/5.0 (Windows NT 6.1; WOWG4) AppleWebKit/537.36 (KHTML, like Gecko) Chrome/45.0.2454.101 Safari/537.36
Cobrowse: No

You can create a new script for this as some libraries have already. See 3.5 Scripts on how to
create a new script. An example of a script is shown below.

Tools
Library Patron Policies

Info Scripts URLs MNotes

(20) Patron Library (23) My Library

Welcome and busy - 1. Enquire welcome

What is the info for? 2. Where have you looked

Yahoo! Answers closing signature 3. 118118 f AQA J
1. Hello 4. 5till searching, OK to hold?

2. Which library authority do you belong to? 5. Still searching - no email provided

3. Signposting for non-subscribing library 6. Anonymaus ending

4. signposting for subscribing library Weaiher (test #2)

5. Goodbye IL[ "Weather (test) E

Thank vou for using Enguire. You'll be able to email yourself a_cgpv of the transcript at the end of this session as you didn't enter
an email address. We don't keep this information.

we would also be grateful if you can complete the short online survey that pops up when the session ends. ==

When the patron clicks on the Qwidget “Email session transcript” they can enter their email in a
box. For the full form when the session ends an email box is on the page the patron sees.
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In order to use the ask a lib

. . X
The page at www.questionpoint.org says:
Enter your email address
Ask a Librarian
Your session has ended.
select from the option(s) oK Cancel
Email session
transcript
4.3.2.3 The Scripts tab
*  QuestionPoint 10:42: 34 2009/04/27 WOCC Quanes (2) Settings Help Logout
Jo John (123891) Monitering: Live Queues
Patron Chat IM(0)
Quenes Joanne John
Naw My Active (1) N2 ubransns (12) Question: Chat Transanpt: DO NOT PICK UP - ranng
Jo: = . '
Patron lime Patron’s Last Message Jo1 Ubranan ‘10" has joned the seszion
8 [ ) Joanne John 10:41:35 2009/04/27
Tools
Joarne John Policies
Scripts Lk s MNotes
{(22) Patron Library G) M brary
Books or articks or onine =
Deadne LS oece B a2 [u)
Enquire Welome | Hold Please can you explain...
Have you looked already? I'm about to send you a webpage
More specfic Just a moment
Offersive or abusive | More detal "1
Mease you you explain
Iransfer End Session
l Wakng tor v questiorport. org

The scripts tab allows you to access pre-configured scripts that can make sending quick

statements to the customer easier. Scripts can be edited which will allow you to personalise them
to fit the situation.

Scroll down the list of scripts and when you find one you wish to use click on it:

The script will populate in the box below — see in the example above the ‘Clarification’ example,
when clicked on, the text “Please you you explain....” becomes available. This also includes a
typing error to be corrected, but you can edit it to say “Please can you explain a little more...” etc
and then click on the >> to send it over to the typing area.
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4.3.2.4 The Notes tab

QuestionPoint 1 2:54 2003/04/2 Queues (2) Settings Help Logout

Monitoring: Live Queues

Patron Chat IM (0)

Qucucs Joanne John
! My Active (1) (5 branar 12 Question; Chat Transonpt: DO NOT PICK UP - ranng
Jo:
Patron Time Patron’s Last Message Jo: Librarian '1o" has joned the sessior
3 ( )Josnn= Joba 10:41:33 2009/04/27 Jos

Jo: Please can you explain...

Tools
oarne lohn Policies

Notes

Add a “librasian only note':

Transler End Session

You can use the notes tab to write any information about the transcript in progress. These notes
are librarian only notes and are not visible to the patron.
Here you can add information as follows:

- If you are taking the question ‘offline’ you may want to make a note of due date, or any
reference material you immediately thought of may be useful.
- If the session is a rude or inappropriate question, as well as ending the session promptly

you may also want to add a note.
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4.3.2.5 Policies

Using the Policy Pages in chat

QuestionPoint

10:43.04 2009/04/27 Queues (2) Setungs Healp Logout
10 John (123591 ) Monitoring: Live Queues
Patron Chat M (0)
Queues Joanne John
New (0) My Active (1) A1) Lbranans (12) Question: Chat Transcrpt: DO NOT BICK UP - ranng
Patron Time Patron's Last Message ::f Lbrarian ' 10" has yoned the session
Jot t r

8 ( ) Ioame John 10041133 2009/04/27

Tooks
Joanne John

Info Sonpts LRLs Notes

Add a 'Bbrarian only note't

Policies

You will find using the Policy pages for local information useful when in chat, as it allows you to
deep link directly into local information. Policy pages are available only for subscribing libraries®
Clicking on the word Policies opens a new browser window outside of the chat session:

= Onbnte - Gueke. 5| U o ¥
it
= QuestionPoint | Profile oda = Duwsad

Croup Pobey Pege

Grous Marbes Pafisses,

proa g sccass toFind a Back

ey ot contain o seecerces waded

1 e mavaerer werks 12 e

§ Tursarcund toe or sral rosponces relnoed quaatces

3 THANMSEENING A GUESTION AND IV tng Ofy stwregt ae IV

| Destyohive Liteary Sen
| Doncecter Contrad Libvary $Eng LK)

fond Samnt Cirty Courcdl Litee K Archovaee (Eng i)

ad

TO U &0 B

Dookmark Your Loy

Samaoley Conval Ubvary (Eng LK)
Sokon Lizewies (Eng L6
Fhockoryack Yoet £ S i
Sracdford Lite & ko Senvioe (ErgUK) |
Bron Livanes |
Erigirion & Hove Lido

er‘ which Ateary they use!

oy page 124 1ha 3aavs PUSLIC My

vice (EnqrUK)

Duxdiy Librwtex

Enquére

Enquine: Yahoo fagwes Froflke

Glasgow Ule

Malton Uibraries, Muncom and Widhes (8 ng LK}
Hertlordshise Libearias Information Senvice Eng LK)
Kenshgnon & Chdsen Utvanes [EngU<)

a0 anat 124 cAFiw rnapone the aat warking duy, o ac

ravreric brae wearg 2 or rere svese. wry s

Liberwry Hore Pwge URL w1

Parant
oac

Cataleg URL. hetp

From the drop down menu, select the participating library authority you are looking for and click on

Submit.

6 A list of current subscribers can be found here: http://www.oclc.org/support/services/enquire.en.html
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The authority’s details will appear as below, enabling you to review information and deep link as

necessary.

Statewide or Shared
Catalog

= : Wifi Access?
+* QuestionPoint’ | Profile
Loan Periods/Returns

Obituaries/Local History

Search Policies

Group Policy Page

Group Member Policies

Library Home Page URL: http;//www.nottinghameity gov.uk/article/22851/Libraries

The library service in the Gity of Nottingham is provided by Nottingham Gity Council

Policy Page Email Contact

Databases

Loan Limits

Community referral
Information

Enquire staff pages

Nottingham City Lil

Phone

e-Books

Renewals

Library programs, events,
services

Nottingham City Libraries (Eng-UK)

es (Eng-UK)

Hours Location Available Technology and Equipment
Tutoring/Homework
Assistance

Access Policies and Reciprocal

Library Card Policies e

Holds Late Fees Interlibrary Loan

Summer Reading

Mesting Rooms Programs/Lists

PLEASE NOTE that NOTTINGHAM CITY COUNCIL and NOTTINGHAMSHIRE COUNTY COUNCIL are 2 separate library authorities with a shared catalogue and membership but

differing policies

Parent Institution

Nottingham City Library & Information Service is provided by Nottingham City Couneil http://www.nottinghamcity.gov.uk/index.aspx?articleid=1

Cataleg URL: https://emlib.ent.sirsidynix.net.uk/client/en_GB/notteity/?

Statewide or Shared Catalog:

The library catalog is a jeint catalog for Nottingham City Libraries and Nottinghamshire County Libraries; items appearing on the cataleg are available to members of either library service.

Policy Page Email Contact: nicola. holmes@nottinghameity. gov.uk

Database Access for Coop Librarians (library card ete.): NOTE: These URLs, usernames, and/or passwords must not be shared with patrons (see Databases field for student/faculty/staff access info):

Example number = D20123456 ; all |l

Guest Login/PIN for Coop Librarians:
PIN not required for online database access;

ry system PIN chosen by li

4.3.2.6 Ending a session

ary user at registration.

Chat Tranzan

ary membership numbers start with the letter D followed by & numerical digits. The first numerical digit will be either 0, 2 or 3.

M BUUL D Queues {(2) Settings Help Lagout

Monitoring: | ive Queauecs

QO NOT FC<
has Jnned the sess0

UP - tranng

Jo: nuw o &nd U sevion

QuestionPoint 10:4 X
a lahn (127891 )
Patron Chat M (D)
Queues Joanne John
Naw (0 My Active (1)  Al(1)  Lbrarans (12) Question:
- Jo: Mule: Puvy
Patron Time Patron's | ast Message lo: Linranian '3
8 ) Joennes John 10:41:33 2C Jot Note: the
Tools
Joarne 1ohn PPalicies
infe sapts URLs Notes

Add o 'Bhearian only note':

Transfer | End Session
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When you have come to the end of your chat session, click on the End Session button.
Here you must select a closing resolution for the chat session.

Enel Sesskmn =

Juanipe Jobm

Ceestionn Chat Transanpt: D0 BOT FICE UF - ranng
By Arwear il
Baz | Ewarian N’ bus o 1

Dy
Jox nove o end the zezzion
dor rian ereded chat sesson ezt Cal

e ]

CE P ——

Chaat Soanndiv Fosleal ikt

Resolution codes quantify how the question was left:

Answered — The question was answered in full with no follow up required at the moment, although
the patron can come back to you later. Once a resolution has been added it is shown in the
transcript:

Librarian 1: Mote: Set Resolution: Answered
08:43:52 2015/11/11 (GMT +0000)

Follow up by me — you have agreed to take this offline and get back with an email response later.

Follow up by Patron’s Library — sends the question back to OCLC Support to forward on to the
patrons library. If you are participating in the 24/7 Reference Co-op, it will go back to the relevant
institution for local follow up.

Practice — use this code for any test or demonstration question. These are not then recorded in
the statistics.
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Once a resolution code has been accepted you are able to select descriptive codes to identify what
the question was about (up to 4 can be selected).

NOTE: Descriptive codes should not be added for sessions originating from the 24/7
Reference Cooperative http://wiki.questionpoint.org/w/page/13839422/247 -
Policies#443DescriptiveCodes

Once added the session will include the descriptive codes:

Patron: Patron ended chat session.
10:45:53 2015/10/03 (GMT +0100)

Librarian 1: Note: Set Resolution: Answered
10:46:03 2015/10/03 (GMT +0100)

Librarian 1: Note: Set Description: Research
10:46:09 2015/10/03 (GMT +0100)

You can also add an additional librarian note at this time. This note is only visible to library staff
and not to the patron, so if a session has abruptly ended you may want to add a note to this effect.
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As well as a librarian note, this is your final chance to provide information to the patron. You can
add a message to be sent to the patron in the ‘Send Patron Note’ box.

Fred Sankbon

Joar st Todin

e lin; Chsk Trerorol- D0 ST B UP - anng
Jdo: T

(SR B i
Piivsws R fOS. MaElA/S. 0 compatible, ME3 W fe s INT 2

Chat Bessien bnded Lhose

Once you have completed these steps (although you are only required to add a resolution code),
click on Close to end the chat session. As soon as you click on Close the information in the chat

transcript and any message you add here is emailed to the patron. You will then return to the
‘New’ patron area to await another question.

OCLC Ltd Version 5. November 2015 Page 40 of 49



Enquire: Librarian Training Notes

T QuestioaPoint
NI123831

Queues (2)

Settings Help Logout
Morstoring! Live Queuses

Patron Chat

Queues
New (0)

Patran T Qumnia Quastion

Tooks

4.4 The librarian chat screen — IM tab

This tab allows you to contact colleagues through Instant Messaging. This can be used for a
variety of reasons:

e You may need to log off.

¢ You may wish to transfer a question to someone.

¢ You may wish to say ‘hello, that should have been my question’.

4.4.1 Sending an IM to a colleague

To send an instant message, click on the IM tab, then select the librarian you want to IM by clicking
on their name. As with chat, type your message in the box and send.

= QuestionPont 1) EGUGE] ' Quenes (2] wettog =y Lagest
Moiceieg: Lve Quenes
mi
™ ™
Likarian Yeeses Queae (Livary) o Rt

Lreks Duremey A P) (L4 288 A Bher Wours Coverege )

Stepharss Ca A Erghece ibre

Edward Dedue |
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4.4.2 Receiving and ending an IM from a colleague

An alert pops up when you receive and IM and you are unable to do anything in the chat window
until you click on close.

Click on the IM tab which now reads IM (1). Click on the name of the person who has sent you the
instant message. Type your reply in the box and send.

To end an IM session, click on End IM Session and return to the Chat tab to wait for a new
guestion.

My Active M Seswo on

Hearian ™

Cond TV Sevnbont

4.5 Closing your chat screen and QuestionPoint

The way in which you end your time on shift is important. If you log out incorrectly you will still
show as logged in and the 24/7 Cooperative may assume you are still staffing and will not pick up
guestions that come via Enquire swiftly enough.

Ending the chat session:
e At the top right of the chat screen, click on the Logout button.
o The screen will close and another will replace it. This screen advises you that your chat
session is now logged off and the close window button should be clicked.
e You will be back at the QuestionPoint homepage to continue with offline work.
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Quewes (1) Sethngs Helo Logoat

Moritorng: Practice Quewe

-

“5* QuestionPoint | Chat

Goodbye, Thames du Mlher (100247242).
Ank & Lwartan Chat is novw kgged off.

To log out of QuestionPoint completely at the top right of the homepage, click on Exit. This will log
you out of QuestionPoint.
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5. Answering Questions Offline

Offline questions are questions that are no longer in the chat session, but require further contact
with the patron:

These can be chat sessions you have set for further follow up via Follow up by me; or referred
shift; or local questions as part of Enquire follow up

5.1 Answering questions / Follow up chat sessions

From your Homepage, click on New under Question Lists. The list of questions question to be
answered will be displayed:

Mk ) ﬂ = o A 5 . n

My (edarioarst Rl G Rt TIBRROTIY

Artws Hew Pandiag Rrbarred Anramred CTlonmd Al

Hew Questions Saaich by Kiywerdly) = O

0 Advmrred Baaren

Relregh Lict Recorda 1 -1 of 1
S bep 10 v Lima na: A Ll +]

T i + '] T 1 dwigred 1o UK Suppat
Patica: Walk Ug
Bwmmmaind 18 F3TR PI1S/ADUOT [TMT +8180) Updated 87 5504 70150 0D0DE (AMT +3130)

—Selecticicn- - Maaignic Ursasgeed -

Ry 1 -1 al

Clicking on the question opens the detailed transcript:

SELECT SERVICE y Support
Ask - (2] [~} + E D -] Help
Questions My Questions Add Question Review Transcripts Service History Settings Reset Clock
Active New Pending Referred Answered Closed All
@ Patron email is blank
Full Question Return to List & Print View
Answer Reject Assignment Add Note Add Descriptive Codes
Change Patron E-mail [— Refer To— B 5] [7 Move To - B [5>]
Question Detail
Patron: Walk Up
. . Status: T
Assigned: UK Support (20) ‘ © Received: 14:22:28 2015/10/07 (GMT +0100)
Language: English
Question: [10804689] test for descriptive codes and header training information
Patron Institution: Enquire

Question History
Patron: test for descriptive codes and header training information
14:22:28 2015/10/07 (GMT +0100)

Librarian 1: Note:
08:20:22 2015/10/08 (GMT +0100)
Please can you leave this question for PPT screenshot purposes.

Librarian 1: Referred from: Enquire(10836) by: UK Support(100284857) to institution: Enquire: Yahoo Answers Profile(13215)
12:18:37 2015/10/08 (GMT +0100) Reason: As a test
Librarian 2- Rejected by institution:13215

12:25:34 2015/10/08 (GMT +0100)

Select a question and click on ‘Answer’. The Answer Question screen opens:
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Compose the answer to the question in the Answer Box.
Next you can do several things:

o Send Answer — this sends the answer to the customer and sets the question status to
‘answered’. Scripts can be used if you want to. Attachments can also be added to the

reply.

o Request Clarification — this sends a message asking for more information to the
customer. The question status is set to ‘pending’.

¢ Send Message — do not use this.

Save Draft — saves your reply as a draft for editing and completion later.

A patron will receive your answer as an email. They can respond to the email they receive (which
is from a generic QuestionPoint email address). The reply will arrive via the software in the
Questions List area. As the question has been assigned to you (as you answered it), you will
also receive an email notification.
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5.2 Replying to anonymous sessions

When an anonymous chat session is picked up, you see at the bottom left of the chat screen that
no details have been provided: Patron: anonymous (No e-mail provided)

louls
N0NYMIUs Policies
Info Scnpts URLs Notes
Quastion: [S483439] [ am undertaiong an assgnment ahout benchmarking and need soma soirces of comparable data. Tam
struggling to hng it for the ‘ollowng mdcator:

wumber of Attendance Hours at Formal Traning Liss.,
Patren: aronymeus (No e-mail provided)

- -

service (Eng-UK)

Queue: A Enquire UK

Refarer: http://www.peoplesnetwercgov.uk/

Browser/CS: Mezilla/3.0 {Windows; U; Windows NT 5.1; an-G8; rv:1.9.2.3) Gacko/20100401 Firefoxy'3.6.3 ((NET CLR 3.5.30729)
Cobrowse: No

Category: ENQUIRE_UK

2ip 2ode: aN0NyMous

This will remind you during the session to ask for contact details if you reach agreement to take the
guestion offline and answer the question later.
When accessing the question from the Question List, you are immediately alerted by the additional

@ Patron email is blank
header message:

In the example below the patron has provided their email address within the chat transcript. To
add the email to the question detail;

¢ highlight and copy the email from the transcript
then

e click on the button Change Patron E-mail.

@ Patron email is blank

- Ret: to List
Full Question eturm to Hs

Answer Reject Assignment Add Note Add Descriptive Codes
Change Patron E-mail [— Refer To— B 5] [— Move To — B 5]
Question Detail
Patron: Walk Up
" . - Status: ?

Assigned: UK Support (20) | © Received: 14:22:28 2015/10/07 (GMT +0100)
Language: English
Question: [10804689] test for descriptive codes and header training information
Patron Institution: Enguire

Question History

Patron: test for deseriptive codes and header training information
14:22:28 2015/10/07 (GMT +0100)

Librarian 1: Note
08:20:22 2015/10/08 (GMT +0100)
Please can you leave this question for PPT screenshot purposes.

Librarian 1: Referred from: Enquire(10836) by: UK Support(100284857) to institution: Enquire: Yahoo Answers Profile(13215)
12:18:37 2015/10/08 (GMT +0100) Reason: As a test
Librarian 2- Rejected by institution:13215.

12:25:34 2015/10/08 (GMT +0100)

Answer Reject Assignment Add Note Add Descriptive Codes

Change Patron E-mail
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A new screen will appear, where you can paste the new email address into New Email Address
and then reconfirm it in Re-enter New Email Address.

In the Old Question area, leave the radio button as ‘Leave unchanged’ which is the default

e

Usewizr: v A B el i dema v moden ard keatn bardepinfural ke [Fail Cloeston Vies)
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Oizral uned 120 raw soconin)

T Opemarhnn & Lodrae uschanged Lot L3zes UueaBor
T 1ot Loae vahanged aaier]

Py Tix ihuirnge
kapradnsl]

Fanesd m

Adding a reason for changing the email address is optional.

Once all the changes have been made click on the Change Patron Email button. The screen will
then return to the question showing the overwritten detail.

If the patron wishes to remaining anonymous this isn’t a problem (unless they need an offline
response) the patron can email themselves the transcript at the end of the chat session (see
below). This additional email information is not stored in QuestionPoint. You might want to advise
an anonymous customer that they can email the transcript to themselves after the session has
ended.

\Ekip Neregatian] Peaole's Batwork Home | 2kout pg | Sootact o5 | Sezmap

People's Network

==
“*" QuestionPoint | Chat

Coodbye, snonymous.

The aurent Chat sessicn has ended. Thank veu n
far using the azk a Librarian Chat service. Welcome Lo Crguine

Send the chat transcript ta yoursalt by antering
an c-mail address bedow and clicking send.

E-mal sddress:

Send

Flegws Lakew g mumsnl L G0 ol 4 surey 4l Chat
SUFvRY

Chat Sesslon Transcript:

Chast Tramscript: Hello, cam vou help mc find 2
service cenlre for Huward Gem rolavalors:
[Libroriss 15:22:45]; Ll avian Sdmiislalo
Fas ined tha sesann.

ILIbrarkes 15223203 1 5aln, wakams b Wiy shaould T enter my emall?

Enguire.

[Libroriss 13:23:34] = that you haven's ursher rescarch and et back bo you later, IE 15 Impartant we have your emal.
gieen any posihcods tat informnakion. To fird You can chopzz to remain anomymous, but an email arseer not get back to you
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[anunymoes 15:24:43]): Uops, somy shout that,

T in March, Cambs

Janamynees 15:34:55]: iy amal address i@
w.johnfadc.ong

[lihrluria? 15:25:07F ckay, tharks forthat 11
3 ¥

Vitry do Ineed ko enter my postcode?

5.3 Example of a question answered offline

This is a polite, good quality offline reply.
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Question History:

Patron: Chat Transcript: Hi,

Realise you probably get annoying questions like this all time but | am trying to track down a book |
read when | was younger (maybe about 10-11). | think it was called "she was a witch" or something
similar. | can't remember the author and Google isn't throwing anything up for the title. | borrowed
the book from a Glasgow City Library (Rutherglen) which is now under South Lanarkshire Authority
but cannot find anything in their catalogues.

The book was set in the late eighteenth century and was told from the perspective of a young girl
whose mother was accused of being a witch because she wanted to learn medicine and had
progressive views of politics (I remember her mother amending the title of rights of man to '‘and
women' as a scene in the novel.)Bizarrely, | remember the epigraph was "of shade and sunshine
for each hour see the measure made and wonder not if life consists of sunshine and of shade-
inscription on sundial of (mother's name) herb garden".

| am beginning to think I've made it up so | would be really grateful if anyone has ever heard of it?
Thanks, Mxxxxx

Librarian : Librarian ‘24/7 Cooperative librarian’ has joined the session.

Librarian : Hi! 1 am a librarian in the State of Tennessee and | will be assisting you today. Your
librarians have asked our librarians to staff this 24-hour service when they are unavailable. | am
reading your question right now to see how | can help you.

Librarian : I would be happy to forward your request on to a librarian from your library. They will
get back with you via e-mail. Will that work?

Patron: Well, I'm in Edinburgh now so it would probably be best if it was a librarian at Rutherglen
library in Glasgow as that's where | got the book?

Librarian : | understand. They will contact that library if they need to. I'm not sure what their
policies are on book searches, but I'm sure they would be glad to take a look.

Patron: That would be great thanks!

Librarian : You're welcome! If you need further assistance, please feel free to contact us again.
Thank you for using Ask A Librarian. Goodbye!

Librarian : Librarian ended chat session.
Librarian : Hi Mxxx,
My name is Bxxx and | am a librarian in the Mitchell Library. Your enquiry has been referred to us.

The book you describe is by Roger J Green and the title is indeed "She was a Witch". | have
searched Glasgow Libraries' catalogue and this book is not in stock. | have also searched
Edinburgh Libraries catalogue and they do not hold any copies either. | can also confirm it is no
longer available in any of South Lanarkshire libraries.

| suspect it is now out of print as there is no link to purchase it from the author's website
http://www.rogerjgreen.net/books.htm#she. However there are used copies for sale here
http://lwww.amazon.co.uk/She-Was-Witch-Roger-
Green/dp/0192716603/ref=sr_1_14?ie=UTF8&s=books&qid=1270803757&sr=1-14. The listing for
the new copy appears to be an error as the book it was published in 1992 - just a description of the
condition of the book.

I know how frustrating it is to be unable to find a book you remember from childhood, but you
haven't made it up!
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I hope this information is helpful to you.
Kind regards,
Bxxx

6. Social Networking

As well as accessible via the Enquire services link, Enquire is also present in the social networking
and community sites. This is to gain both visibility and to actively demonstrate libraries are a
valuable repository of information to those disengaged and lapsed users.

6.1 Yahoo!Answers

Enquire service has become a Knowledge Partner in Yahoo! Answers. In doing so, it brings the
service to a point of need, and demonstrates the value of libraries to a web audience.

1 AR e P

Yahoo! Anvaecs Kaouledps Parmecs

T Kk i T g W 8 by T b s B
Somcuined ncaverine st Srecy BRIRGE WA e Yo gty
commerky

RV Pttt Wb

S

oo Jo--- P

PCIQ Dixon= [N
?
TR

Ay CORDY W BRI N TR SN SRS ke witon

HINORT 1O O KON 1 SO § RO R R T A e

P g o Mg G by Paes sl agve b

Ve pioms ey

e L e s ]

A Kncawdne T B/TINNGA P IR A4 MO VI 00 00N

A W GOy Dy Mg G000 € L ) N W T &0

B e e e

Eumtery % P10 P WIne eteieen 50 WIRCHTE B8 W Y I0C0 Anreen
.

They ow pod o0
coponety Br = b e O ™ Taneo
MNanwh

W Aie he Swamant

Fincncion Surrs bt 1 SRECRY K2 MCHDE BN TR A Y e
LIt e 8 4 OGS Wiy T4 ASE N LHRARY CA S0 Dy GO
ey b it & 6 b |y

A 3 PN TR O B IR IR ERPON £ CATRnY
iy - 1

-
e g S o —— bt Vo b
SN N, 90t Sl B Guteiren 58 3 AN W DT

et e

ot ot
- - pe—

I8 Toh cur
O Nt d T gty b B g e g bt

e bttt o @) Sarsia 03 b B8 Connse B8 Sore 08 Povrn O e B g ey
v = e B0 w8 v T A Bt B0 e saene T ot
B Comiws = Beren 2 Nt Gt 22 S0ee @ T 8 Vs B Ut i
TR e oo W cenen B o Caiele

OCLC Ltd Version 5. November 2015 Page 49 of 49



