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Welcome 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
¥ eBook
eJournal, eMagazine

eVideo X elMusic

eNewspaper

Downloadable Music. ..

Downloadable Archiv...

Website

eAudiobook

Downloadable Visual...

Downloadable Article
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You 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....

e 1,325 collections selected
o 259 of which we created and maintain

e Almost 2.7 million titles (2,689,352)

m 1.7 and half million ebooks

m 482, 000 journals
m 457,000 items are streaming media (audio and video),

scores and images
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In 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.


BROK

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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Patrons 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.


WHAT ,
HOW ARE V"’E CAN WE DO AS A TEAM RONE!
NOTIFIED! AND WHAT IF WE CAN’T FIX IT!
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HOW ARE WE NOTIFIED!
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So how are we notified?


EMAIL US

erhelp@uncg.edu
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If 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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Pavlov's dogs and Schrodinger’s cat : scenes from the living laboratory

g6 Cite S Link = Email <+ Save
by Rom Harre

e TaTals

= 3~ | O
2 eBook 2009

Pavlov’s Dogs and Held by UNCG University Libraries
Schrédinger’s Cat:

S

ROM HARRE

® View Description

® Explore Editions and Formats

© Check Availability

© Access Online 1 Link

by b ]

uDiicaton

View eBook (7 Pavlov's Dogs and

Schradinger's Cat : Scenes
from the Living Laboratory

o



Presenter Notes
Presentation Notes
Marcie
Note that the link only displays for electronic resources

However, 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

Dogs of DHS: How Canine Programs Contribute to Homeland Security: e i

Hearing before the Committee on Homeland Security and Government Affairs, United States
Senate, One Hundred Fourteenth Congress, Second Session

4 eJournal, eMagazine

a Full text availability for this item

Full Text Available

E‘ Request a copy of this item

ﬂ Fulfilment is not available

]
& Cite this item
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Example of report a broken link from the A-Z List


Report a Broken Link

Required field *

#| Request librarian assistance

Requesting librarian assistance may result in a corrected link to
full text

First Mame™

Fublication: Dogs of DHS: How Canine Programs

Contribute to Homeland Security: Hearing before L ast Name*
the Committee on Homeland Security and

Govermment Affairs, United States Senate, One

Hundred Fourteenth Congress, Second Session

Database/Coverage: U.5. Congressional

Documents

Describe the problem you encountered

Characters remaining: 1000

The information you provide will be submitted to your institution and may be used to contact you for the purpose of troubleshooting the problem
you report.
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You 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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N O B 0 D P 16 of 874

Follow-Up Requested: Broken Link Report from Liane Elias 8rokentinkreport x oone x (EEEE X &

no-reply@e.worldcat.org Thu, Jul 18, 4:46 PM (5days ago) ¢ &

tome *

Broken link reporied by Liane Elias
Feedback requested: leelias@uncy.edu

Description of issue: The link is broken, and the other view ebook link leads to an old catalog search? | found the book here: hitp://www oapen.org/search?
identifier=444386 keyword=new%Z0materialism

Link: View eBook
ltem Link

Fublication: New Materialism: Interviews and Cartographies
Database/Coverage: Directory of Open Access Books

Service: WorldCat Discovery
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Probably 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.





» 0 7§ = 0 Db e

Broken link reported by Kristen Smith
Feedback requested: k_smith8@uncg.edu

Description of issue: This page isn't workingenlinelibrary-wiley-com.libproxy.uncg.edu redirected you too many times. Try clearing your cookies.
ERR_TOO MANY_REDIRECTS

Link: View full text

Item Link

Publication: Assessment Update
Database/Coverage: Wiley Online Library Database Model 2020

Service: WorldCat Discovery

Electronic Resources <erhelp@uncg.edu> (sent by kjnunnal@uncg.edu) & Tue, Apr 14, 9:14 AM (8 days ago)  $y -
to k_smithg -

Good morning

Sorry you had trouble accessing this article. When you see this type of message - the best bet is to clear out your internet history/cookies and then restart your
browser. | have attached the article just in case that doesn't work.

Thanks,
Katherine Nunnally

Assessment.

Lz UPdate :"f:m

Fa e, ok s Bakes = b

B T — UIET [ TEr = T a—
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Here’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.




— FILIVIS:
= @N DEMAND

Frozen: Food Factory euivigeo @s1s)

» 4) o000 /20:15

no-reply@e.worldcat.org Fri, Feb 14, 8:00 PM 1y =
tome ~

Broken link reported by Karen Kilcup
Feedback requested: klkilcup@uncg.edu

Description of issue: Clicking the link to the 2014 Disney film "Frozen" brings up "Frozen: Food Factory," an entirely different film. Please let me know when the link
is fixed! Thanks.

Link: View now
ltem Link

Publication: Frozen
Database/Coverage: Films on demand - UNCG

Service: WorldCat Discovery

Electronic Resources <erhelp@uncg.edu> (sent by mbburton@uncg.edu) Fri, Feb 14, 10:48 PM %y i,
to Karen -

Sorry for the inconvenience. Unfortunately, we do not have access to an e-video version of Disney's Frozen. | have removed the erroneous link.

Marcie
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Sometimes 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.




Electronic Resources <erhelp@uncg.edu> (sent by mbburton@uncg.edu) Wed, Jul 24, 4:53 PM (18 hours ago) 14

fome =

RE: 1-3302003568: [External] Fwd: Follow-Up Requested: Broken Link Report from Jason

Inbox Broken Link Report

OCLC Customer Support 4:39 PM (12 minutes ago)

mwome ¥

Hi Marcie,

| have reported this to the WorldCat knowledge base team for correction. | will let you know as soon as | have additional information to share. Please let
you have questions in the interim. Thank you for contacting OCLC and | hope you have a wonderful day.

Best Regards,

Lisa Olsen, MLS

OCLC - Customer Support Analyst I, Management and Customer Operations
6565 Kilgour Place, Dublin, Ohio USA 43017

T +1-800-848-5800

Stay informed with OCLC system status emails; subscribe at oc lc/status



Presenter Notes
Presentation Notes
Katherine
Sometimes 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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Couple of things to loo at pore x (SREEES

Mark Schumacher Eri Jul 5 10:36 AM
This listing describes the 2017 edition, but our e-book link goes to the earlier 2008 edition. (There is also an accurate entry in the catalog for that volume.)

Electronic Resources sun, Jul 7, 2:13 PM
Mark In regards to the 1st one yes that is fixed. In regards to the 2nd one -- yes we know about that fitle / and Kate has contacted the publisher about that o

Mark Schumacher Mon, Jul8 834 AM Sy

fome

THANKS AS ALWAYS Il To one and all 1
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In 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://uncq.libguides.com/ebooks

Streaming Media LibGuide

https://uncg.libguides.com/streamingfilms
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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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mailto:erhelp@uncg.edu

QUESTIONS?
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