AurProblem Blog: Using Web 2.0 to Troubleshoot E-Resources

AurProblem Blog is a centralized tracking
system to record reported problems,
identify workflow, assign responsibility, and
document steps taken to achieve solutions.

Blogspot features:
* URL for each post
* Search box

* Date post created

AurProblem posts:

* Describes submitted problem

* Assigns problem to library staff
* Documents steps for resolution

http://aurproblem.blogspot.com

* Labels
* Comment on post
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AurProblem Blog: Using Web 2.0 to Troubleshoot E-Resources

Sample Troubleshooting Blog Procedures

Administrators’ responsibilities:
Rotate responsibilities bi-weekly. Check the trouble email frequently. Log problem in blog. Notify receipt of
problem to sender, noting blog entry address. Evaluate problem, assign to others if necessary and notify
sender when problem is fixed.

Assigning problems:
Define who deals with what type of problem.

Logging problems into blog template:
General: No abbreviations except initials. No direct quotes of vendor communications.
Title: Name of problem at the lowest level. E.g. e-journal or database
Problem: Summarize description of problem. Include the initials of the person who reported the problem.
When possible include the link to bib/resource record.
Assigned to: Write initials and date.
Priority: High: access issues (can’t access at all). Medium: access is possible but not the best or coverage date is
wrong. Low: would be nice, but not essential right now.
Status: Choose from “in progress” or “resolved”
Troubleshooting notes: Most recent entry at the top. Format is as follows: Date, Question/Comment, Initials.
After an initial posting, send questions as a comment so that it will be emailed to the group automatically.
When issue has been resolved, the last entry should include: Date, State what has been resolved, initials.

Labels:
Always add the following label types (be as specific as possible): The environment (which database, journal,
Ser Sol, E records, Resource ID). Type of problem (such as printing, download, logins, etc). Initials of assigned
person.
Status of problem: resolved or in-progress (change when resolved). Further action: “check next coverage load”
(removed when completed), post a FAQ (for on-going issues)
Editors: Currently only certain people can edit the blog. If others help resolve an issue, they need to report this
info back to the group for entry in blog. Add the other person’s initial to label.
On resolution: Remove the initial labels for persons assigned to the problem. Change “in-progress” to
“resolved” labels. Remove priority levels from labels.

Emailing:
Quick fix (less than 5 minutes): Fix the problem and reply to all. Then move the original problem email & your
response to the Resolved folder.
Not a quick fix: Create and include blog post link in a reply to all email. Try to respond to person reporting
within 48 hours of receipt of email. When the problem has been resolved, reply to all (person reporting
problem and the trouble email) and include a link to the blog post. Move the original problem email and your
response to the Resolved folder.
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