. Librarian

Logging In To Begin a Chat

e Go toinfo.askalibrarian.org & click Librarian Toolbox (pw:
toolbox). To preview patron’s details, right-click on patron bar.

e Click 'Login as a Librarian' To take patron, double-click or click once to highlight &
e Enter 6212, username, & password then ‘Take selected.’

Account Il 6212

To End a Chat
User Hame:
Password: %] Login

e Click “End” to end chat for you & patron, or
‘Dismiss’ to end chat for patron & add notes (emalil
address, etc.).

Select Department(s) you will be covering «  Choose closing status category

Click ‘Agent Console’ in top right corner
Set availability in bottom right corner

Response Library Queue/KnowledgeBase
Scripts; URL bookmarks Chat/Email patrons; KnowledgeBase
Ted (@ URs |[B| Fies | Chat(?)ueue Maié ;’.Jg;eue Mail F?g?w-Up Mag Ds).ent Kopviedge Base @ InstantService
() Text Library
- =accourt defauts [ Mame ][ Time In Queple ][ Department ]
TampaJoe] 220 01 min 21 sec Training Room
v
v
= Agent Room

Agents | whenTolork

iy | TR

( Agents (3) / I Availahilty (2) ]
Traci & (Aszk a Librarian) available
Riva VW (Hodges University) available

eanine B (Hodges University) unavailable (Unavailakble)

/ N

| / [ lert ) )
Transcript Area/Agent Room [oma 1| £8 iy aveistity: [avoione | Patron Details/Agent List

Chat/Email sessions; staff group chat Patron information; current staff list




KnowledgeBase

Send Scripted Replies

e Click ‘KnowledgeBase' tab in upper right corner & then
‘KnowledgeBase’ sub-tab
Select library system from list & click ‘Go’
To return to library list, click ‘Back’ or on back arrow

e Under ‘Text tab (upper left corner), choose a script
from one of the category folders. (e.g., Greetings).
e Double-click to send script into text box

Scripts/URLs

Queue/KnowledgeBase
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Chat transcript area Patron Details/ScreenSharing

ScreenSharing

Pushing Web Pages

e Under ‘Text' tab (upper left corner), send scripts from
ScreenSharing folder. Script #1 asks patrons if they'd
like to try it; script #2 tells them to click ‘Share My
Screen’ & ‘Run’

Click ‘ScreenShare’ tab

Change cobrowse state (in gold bar) to ‘keyboard/
mouse/pointer’

. Librarian

e Type URL into box above chat transcript area, or double-
click a page from the ‘URLS’ tab

e Click ‘View’ to preview page or ‘Push’ to send to patron

e If pop-up blockers or other settings prevent it from open- i
ing, tell patron to click on hyperlink in transcript o




