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The eleam at Henderson Library provides Electronic Re-
source Access (ERA) troubleshooting and support using the
LibAnswers online reference platform.

Support tickets can differ significantly in origin, urgency,
scale, complexity, and stakeholder involvement. The eTeam
uses three tiering schemes to evaluate and grade support
tasks. As work proceeds, grading may be re-evaluated.
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ERA triage benefits from thorough and consistent evaluation
of troubleshooting and support tasks. Every library’s needs
are different; however, here is some general advice:

E&vﬂiﬂp h&rs iﬂ nccﬂmrnudu‘lﬁ f’hﬂ 1FL.I" rﬂngE ﬂf" fusks fﬂr whlt:h you'
provide support. Tiers should indicate the fask’s scope at a glance.

Shuﬁ-’f&rm ERA Iraublashnmmg msi:s aﬂan reveal Iurger; Inng-hann
enhancement and audit fasks: Make sure your fiers support both:

ERA erthancements and resource rollouts fypically involve outside
stakeholders and require communication planning. Account for these
needs when evqtun'hng tasks.

li:ka‘ts get Iust nnd forgaﬁan aven in tha rm::»si wei! ardered EEA suppm'l
queue. Remember to schedule regular open ficket reviews,

Su

port Tier (T)

Top-level description of the support task; provides indication of
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Stakeholder Tier (S)

Indicates which stakeholders should be involved in resolving the

the relative scope or impact of the support task.

Code ‘

Title

support task.

Jeffrey M. Mortimore

Discovery Services & Data Curation Librarian

Zach S. Henderson Library
jmortimore@georgiasouthern.edu
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Communication Tier (C)
Indicates who should be notified about the support task,

Description Example(s) Code Title Description Example(s)
Emergent Eﬂ:ﬂ ﬂ% Oatabose - eTeam member corrects a
resolution at point o account setup . No review beyond ticket journal titles spelling found '
T0  Pointof Need orescalatetoTer1 question; answered with 0 None owner. | duting a Tier 4 sudit of Wiley co None
e further intervention is needed.  existing FAC) article; resolved at journal subscriptions.
Many Tier O tasks rtml'u'ed at  TierD.
reference desk.
Head of Cataloging reviews
51 Internal Review by other eTeam or proposed changes to Discovery C1 Patron
Escalated Tier O task where Journal needs to be removed ather cataloging personnel. layer link settings to improve
either: 1) Information need from SFX, OPAC, and OCLC due full text delivery.
could not be met at point of to full text coverage change.
T1 Emergent need, or 2) requires further Issue reported by ILL. eTeam
intervention even if corrects record; ILL notified; :
: ’ Reference Librarians review Bt e s
information need was met. resolved at Tier 1. & e v by other libe Fiestad nk tost changas 1o c2 Personnel
partme department, discovery layer forms in
LibGuides.
Enhancement identified from : ee s TRC L
| nt  Snaivsis of Tier Oand Tier 1 ol e i _
nnanceme tasks, or as result of content (/173 In LibGuides. eTe R Liaison Committee reviews c3 Liaisons
review, usability study, etc. Clmro it AR s - Review by library inter- proposed changes to default
~atTier 2. 53 Committee departmental committee or ”
miter settings in discovery
workgroup,
layer.
Library adopts New York Times
ks ¢ tier for mlrher;teream :wh.m;:s' c4 t.ibraryr
T3 Rollout rollout of new resources or prepanss instructions. and _ _ - Review by library faculty F!whtrﬂmwﬁmmﬂm
’ deploys to appropriate portals. 54 Far:ultvf Dean and/or library dean. _a_dupthn_ pt of new discovery
Resolved at Tier 3. - o layer.
. . Du-hﬁnqulmmr 1
L ::nlmmuiewﬁm text, gﬁ:::mm mm&m ) il Consortium reviews eTeam's C5 External
T4 Audit configuration, ormetadatato il et and S5 Eiternal Ry n;utrm ey e chanass to dafabase
incidents. profile activations in SFX. interface branding.
Ongoing at Tier 4.
August 2015 to April 2016 — 430 Tickets Resolved
ko Data . Mo Dara . Ma Data
oot 1~ Paron
2 - Department - 2 = Personnel
- |
3 - Commimes . 3~ Lialsons
3 - RoHout - 4 - Facuhty/Dean [ 4 - Library
4 - Audit | 5 - External | 5 - External
o 25 50 75 100 125 150 175 200 225 o 25 50 75 100 125 150 175 200 228 0 25

and by what means.

Description ‘ Example(s)

No notification outside of the
eTeam.

Notification to patron who
initiated the support request.

Notification to individual
library persuﬂu]whumhiﬂad
the support request.

Notification to all library
liaisons via listserv.

Notification to all library
personnel via library-wide
listserv.

Public notification, including
blog, Facebook, Twitter, faculty
listserv, FAC, etc.

eTeam corrects a journal title's
spelling during a Tier 4 audit of
Wiley journal subscriptions.

Fatron reports a full text
linking problem via 5FX; eTeam
corrects link and restores
access; patron notified.

ILL personnel notifies eTeam of
bad full text link; eTeam
corrects link and restores
access; ILL personnel notified.

eTeam rolls out Choice Reviews
Online subscription; Haisons
notified via listserv.

eTeam tests changes to limiter
order and link text in Discovery
layer; all library personnel
notified via listserv.

Premature release of new
WorldCat Discovery interface
by consortium results in
negative feedback frem faculty.
eTeam provides public updates
while working with consortium
and OCLC to address usability
issues,
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