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Logging In

To Begin a Chat

Go to info.askalibrarian.org & click Librarian Toolbox (PW is
toolbox).

Click 'Login as a Librarian'.

Enter 6212, username, & password.

Account Il 6212
User Hame:

Password: Login

Select Department(s) you will be covering.
Click ‘Agent Console’ in top right corner.
Set availability in bottom right corner.

e To preview patron’s details, right-click patron bar.

To take the patron, double-click patron bar, or click
once to highlight & then on ‘Take selected.’

To End a Chat

Click “End” button (center, on right)

Click on Category tab, then:

- Training Room (or other desk as appropriate)

- Status

- Closed-Answered (or other status as appropriate)

Response Library
Scripts; URL bookmarks
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Chat/Texts/Emails Waiting ; KnowledgeBase
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Agent List/Patron Details

Chat/Text/Email sessions; group chat

Staff list/Patron info/Text-SMS Helper




Send Scripted Replies

KnowledgeBase

e Inthe upper-left corner, click on the ‘Text’ tab and open °
the Account Default and desired category folders.

e Double-click on the script to send it into the text box, .
where it can be modified or sent as-is to the patron.

In upper-right corner, click on ‘KnowledgeBase’ tab and

then ‘Search KnowledgeBase’ sub-tab.

Select the desired library for main website and targeted

web pages, optional dummy logins, and other info.
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Queue/KnowledgeBase
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Pushing Web Pages Texting

e Type URL into box above chat transcript area, or double- e Enter 160 characters or less after the ! in the text field.
click a page from the ‘URLs’ tab.

e Use the SMS Helper Tab to count characters and

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

e |f the page doesn’t open automatically for the patron, just
tell patron to click on the link in the transcript. e Copy and paste finished text into email on the left.
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