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MarcieWelcome to Day……..Katherine Nunnally, Darinlee Needham, Norman Hines and I make up the ERHELP team.  Hopefully we will be hiring a new Electronic Resources Librarian to replace Kate - but we are in the beginning phase of that.Katherine and I are the first line of defense.  Darinlee and Norman are tier 2.  Sometimes, other TS colleague have to get involved too, like Anne Owens and Michelle Courtney.  We monitor the email on a daily, minute by minute basis during business hours.  When the university is closed due to holiday or if the erhelp team is away for other reasons - we set up an away message. I’m a sucker and so I check when we are closed and on the weekend if possible.If we can’t figure the solution, we will contact Darinlee, Norman or Anne if it concerns questions of subscription issue.  Are we supposed to have access to this?  



Resources we work with
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KatherineYou contact erhelp when you come across problems with ebooks, ejournals, online journal articles, escores, streaming audio and video, and databases.  So all our online resources that you access through the library's website.



To be exact....

● 1,325 collections selected
○ 259 of which we created and maintain 

● Almost 2.7 million titles (2,689,352)
■ 1.7 and half million ebooks
■ 482, 000 journals
■ 457,000 items are streaming media (audio and video), 

scores and images  
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KatherineIn the WMS Knowledge Base (or KB) which is what helps us manage our electronic resources - there are 1,325 collections, 259 of which we created and maintain ourselves. �There are 2,689,352 titles...almost 2.7 million titles including print journals. � 1.7 and half million ebooks and almost 482,000 journals.  The remainder is streaming media (audio and films) and others like images and scores.  These numbers change constantly based on purchasing and cancelling subscriptions.  All of these titles are supposed to show up in the public catalog.  If they are an ebook, ejournal or print journal they will also show up in the A-Z list.



EZProxy errors...0 results found for article linking...Hit a 
paywall... Ebook matches on the wrong record in the 

catalog…Page is not redirecting properly...Error 404...Streaming 
video will not play and the list goes on!
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KatherinePatrons come across a variety of errors and problems when trying to access our electronic resources from on and off campus.  One of the biggest problems is article linking.  That usually occurs when the catalog article record citation is incorrect or if it wasn’t indexed properly in the database it is linking with.  Also its possible that the Proquest or Gale or TF for whatever reason just didn’t upload that article.  And I believe the 2nd main problem is ebook mismatched on the wrong record or either hitting a paywall.  The Knowledge Base tries to be helpful when matching ebooks to records in our catalog - but sometimes a KB record just doesn’t have enough info like OCLC number or ISBN and its best guess isn’t the correct one because it’s matching on Title only.  Hitting a paywall can occur for various reasons - one of which is that for whatever reason the vendor forgot to turn on our access. Also happens when the vendor removes an ebook from their collection - but the KB hadn’t been updated yet.



HOW ARE WE 
NOTIFIED!

WHAT 
CAN WE DO AS A TEAM

AND WHAT IF WE CAN’T FIX IT!

DONE!
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HOW ARE WE NOTIFIED!
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MarcieSo how are we notified?



erhelp@uncg.edu

EMAIL US
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MarcieIf you find a broken link or link goes to a different title or whatever problem is could be, please let us know. We can’t fix unless we know it’s broken.  We’ve even been notified if there is an incorrect book image in the catalog. Please provide as much information as you can.  What was the error message you received?  Attach screen shots are the best! We love screen shots! 



REPORT A BROKEN LINK
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DISCOVERY
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MarcieNote that the link only displays for electronic resourcesHowever, let me stress again, if you find a problem with anything else (print, etc.) and you don’t know who to send it to.  You can email us and we will find the appropriate person in tech services.



JOURNAL A-Z LIST
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MarcieYou can uncheck box if you don’t want to be notified when it is resolved.  Please be “graphic” as you can when you describing the issue.



WHAT CAN WE DO 
AND WHAT IF WE CAN’T FIX IT!
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KatherineProbably about 70% of the incidents we receive we can resolve ourselves.  Whether it’s correcting a broken link or an erroneously linked item, we can fix those.   In this example - Liane gave us the fix.
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KatherineHere’s another example where the patron was having access to an article / I provided her with a possible fix / but I also attached the article in case that wouldn’t work.  We try to respond as quickly as possible - this one I responded to her within about 5 minutes.
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KatherineSometimes we can tell the patron straight away that we do not have access to the item - that it was an error on our end and that they will either come to the library to check out the print book or dvd if we have it or go through InterLibrary Loan.
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KatherineSometimes we have to contact OCLC, the vendor(Ebook Central or Taylor and Francis, etc), or publisher to see if it can be corrected on their end.  Unfortunately, sometimes it may take a couple of months for the problem to be resolved, but mostly it’s a couple of weeks. It varies depending on the problem and who we had to contact.  We will let the patron know if we don’t think it’s going to be a quick fix.  If it is an article linking problem that I can’t fix but I am able to access the article in some way - I send the patron the pdf so they at least have access that way.  If however no one on the erhelp team can’t get access - we point them to InterLibrary Loan if its an ebook or journal article and hopefully they can get it that way



RESOLVED
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KatherineIn the end if we are lucky and we fixed the problem for the patron - we can apply the “Done” label which is always a lovely feeling and it gets removed from the inbox.  We tend not to delete emails just in case the issue pops up again and we can look back on it. There are some workarounds/fixes that the publisher or vendor sends us that are useful.  We also do that for statistical purposes.There are a few lingering emails that we still have from last year that we are waiting for OCLC or a publisher to correct and we have to nudge them every few months about.  However there are some things that can’t get fixed because OCLC hasn’t figured out how to yet.



LibGuides and Helpful sites

Electronic Resources Troubleshooting Tips
https://library.uncg.edu/info/help/troubleshoot.aspx

 Ebooks LibGuide
http://uncg.libguides.com/ebooks

 Streaming Media LibGuide
https://uncg.libguides.com/streamingfilms 
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Marcie�FAQs on the ER Troubleshooting Tips page, Troubleshooting tab on the Ebooks libguide, and Help with Digital Campus or Swank and how to embed into Canvas on the Streaming Media guide.

https://library.uncg.edu/info/help/troubleshoot.aspx
http://uncg.libguides.com/ebooks
https://uncg.libguides.com/streamingfilms


Just remember

erhelp@uncg.edu

for all your e-resource needs!
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QUESTIONS?
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