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Purpose of this guide

This guide describes how to use QuestionPoint Flash-based chat to:
e View a list of monitoring librarians

e Instant Message (IM) with another monitoring librarian

e Transfer an active session to another monitoring librarian

Important note about transfer

Before you transfer a session to another librarian, you should:

e View the list of monitoring librarians to see who is available to receive the session, and
e Send an IM to ask an available librarian to take the session.

Transfer the session after a librarian agrees to take it. If you transfer the session without asking first, the receiving librarian
may not be able to provide prompt attention to the session.
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View the list of monitoring librarians

You can view a list of the librarians who are monitoring any of the same queues as you.
You might view the list to see who is available to receive a session transfer.

Click the Librarians tab to view the
Librarians list.

Librariaps (21)

This sample Librarians list contains:

e Two librarians who are monitoring
only their primary queue (1 queue).

e Three librarians, including one after-
hours-back-up librarian, who are
monitoring for the 24/7 Reference
Cooperative (37, 36, and 81
gueues).

e Three librarians who currently have
no active sessions.

Maw (1) My Active (1) &l (2] Librarians (21)

Librarian Queuas Quaue (Library Active Time

Conald Hartley S A CAASKENOW O 12:33126 B
Carol Bonnefil 37 A CAASENOW 1 12:45:08

Jil Krels (1063 1 A King County O 1157108

Sean Dean (10 36 A King County 1 11:59:11
stcharlas (1117 1 A ST CHARLES 0 095907

Erin Kelly (112¢ 3 AMD PUBLIC{ 1 12:42:50

Bruce Jansen [ 81 Aftar Hours Cor 2 11155142 Ii

Description of columns:

e Librarian: A list of the monitoring librarians and their QuestionPoint
authorization numbers.

e Queues: The number of queues that each librarian is monitoring.
Librarians monitoring several are monitoring for the 24/7 Reference
Cooperative.

e Queue (Library): The primary queue and the library of each librarian.
e Active: The number of active sessions that each librarian currently has.
e Time: The time when each librarian began monitoring.

To adjust the width of a column, drag
the column-heading border to the left or
right.

| Librarian Hbeues |
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Send an Instant Message (IM) to another monitoring librarian

You can IM with another librarian who is monitoring any of the same queues as you.
You might ask the librarian to take a session that you want to transfer.

Tip: Participate in one IM session at a time, keep each session brief, and end each session promptly.

1 Click the IM tab. R 1M (8
The IM link shows how many IM
sessions you currently have.
The Librarians list appears.
Patron Chat IM (1)
IM
Librarian Queues Queue (Library Active Time
2  Click on the librarian with whom you Conald Hartley 5 % A CA ASKNOW [ O 12153126 i
| 0
want to IM. Caral Bonnefil [ 37 ACA ASKENOW [ 1 12:45:08
Jill Krais (1063« 1 A King County ¥ 0 11:57:06 i |
. . . [
This sends an alert to the librarian. Saa Duidn (10] 56 ——— P—— |
stcharles (1111 1 A ST CHARLES © 0 09159:07
Erin Kelly (112 3 A MD PUBLIC (F 1 12:42:50
Bruce Jensen [} 81 After Hours Co, 3 11:55:42
Sybil Finemeal (| 280 After Hours Cay 4 09:157:41
Deb Raftus (12 80 After Hours Coy 2 10:57:40 li
The session appears in the My A_ctlve P
IM Sessions list below the Librarians
list Librarian IM
Donald Hartley [122344) A IM: Donald Hartley
Information about your IM request :
appears in your IM chat history box. "‘
Carol Bonnefil: Instant Message request from librarian: Carol Bornnefil (118718) ta
librarian: Donald Hartley (122344),
3 Type your message in the Message Don I am leaking at librarian list, can you recommend someone that I can
box transfer this call too
4  Press the Enter key or click Send.
5 Wait for a response.
| End IM Session |
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Respond to an IM from another librarian

When you receive the first message in

®

an IM session, a box pops up and an
alert sounds. \\
1 Click Close.

New IM request has arrivad|

Close |
The IM link shows how many IM
sessions you currently have, including
the one that you just received.
3 Click on the session in the My My Active IM Sessions
Active IM Sessions list. T i
Carol Bonnefil (1187168) IM: Carol Bonnafil

4 Read the IM message in the
transcript box.

IM

Carol Bonnefil: Instant Mezssge request from libranan: Carel Bannefil (118716) to
librariant Donald Hartley (122344).,

Donald Hartey: Hi Carol, what's up?

Carol Bonnefil: Don T am looking at librarian list, can you recommeand somaone that I
can transfer this call too?

5 Type your response in the Message
box and press the Enter key or click
Send.

let ma check...|

Page 4 of 10




Leave and return to an active IM session

You can leave and return to an active IM session if necessary.

Leave an active IM session

Toggle between Patron Chat and active R M)
IMs as necessary to continue with your
sessions.
Return to an active IM session
I
2 Click on the session in the My My Active IM Sessions
Active IM Sessions list. - i
Carcl Bonnefil (118716) Mt Caral Bonnafil
3 Read any new IM messages in the M

transcript box.
Carol Bonnefil: Instant Mezzage request from librarian: Carol Bonnefil (118716] to
librarian: Donald Hartley (122344,

Donald Hartdey: Hi Carol, what's up?

Carol Bonnefil: Don [ am looking at libranan lizt, can you recormmend someone that 1
can transfar this call toa?

Donald Hartley: lat ma chack,..

Donald Hartley: I sea George a Backup librarian on whe isn't busy..

Carol Bonnefil: Good ideal Thanks!

4  Type your response in the Message | alad ta help
box and press the Enter key or click

Send. | ;\‘:Send /I
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End an IM session

To end an IM session:

1 Click End IM Session.
Ered 1M Session )

=

i A mamas =i

The session is removed from each
librarian’s Active IM Sessions list when My Active IM Sessions
either librarian clicks End IM Session. e ™

2 Toggle back to Patron Chat | Patron Chat% I (0)

3 Click the New tab to respond to a
new patron session. Click the My Mew (O] My Active (1) All (2] Librarians (23)
Active tab to return to an active
patron session. Click Librarians to
start another IM.

Transfer an active patron session to another monitoring librarian

Before you transfer a session to another librarian, you should:
e View the list of monitoring librarians to see who is available to receive the session (see page 2), and
e Send an IM to ask an available librarian to take the session (see page 3).

Transfer the session after a librarian agrees to take it. If you transfer the session without asking first, the receiving librarian
may not be able to provide prompt attention to the session.

Notes:

e Tell the patron that you are transferring the session to another librarian.

e The patron does not see the messages between the librarians about the transfer.

e The patron sees the new librarian’s name when the librarian sends a message to the patron after the transfer.

e When a transferred session ends, its transcript is not included in the question lists of the library of the librarian who
transferred the session (unless it is the patron’s library). The transcript is included in the Reports in the Ask module
that are available to administrators.

To transfer a patron session to another librarian who is monitoring any of the same queues as you:

1 Click the My Active tab to return to
the session that you will transfer. My Active (1)

2 Click on the session. Patron Time Patron's Last Message

o 0 Cnnki%14:25:34 14:27 I am in the Sth grade, zo not too hard pl

The session reloads.
Cookie

Question: Chat Transcript: 1 need 2 bio of Princass Grace and a photo too.
TEST carol: Mote: Patron's screen name: Cookie

3 Read any new patron messages in TEST carol: Librarian "TEST carol' has joined the session.
the transcript box TEST carol: Hello Cookie, This is the reference libraran, I am reading your question,
. Cookie: Thanks!

TEST carol: 15 this for a school project? If so, what grade level s this for, 5o I don't
give you sormathing that iz too technical or too aasy?
Cookia: I am in the Sth grade, so not too hard plaase,
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4 Send a message to the patron.

0Ok, please hold a moment.

CLobrowse | TI‘IIIIf-I'/] End Session
Y

iy

Sand

5 Click Transfer.

Cookin

Question: Chat Transcript: 1 need a bio of Princess Grace and a photo too.

TEST carol: Mote: Patron's soeen name: Cookle

TEST carol: Librarian 'TEST carol' has joined the sessian.

TEST carol: Hello Coakia, Thiz iz the reference libranan, I am reading your question,

Cookie: Thanks|

TEST caroli 12 this for & zchool project? If 5o, what grade level iz this for, 20 1 don't

give you sormathing that is too technical or too aasy?
Cookie: 1 am in the Sth grada, 50 not too hard please,
TEST carol: OK, please hold a momeant

tulﬂwmm Session

\/

Sand
—

6 Inthe list that appears, find the
librarian who will receive the session.
(Scroll the list of librarians if
necessary.)

Cookia

Question: Chat Transoipt: [ need 2 blo of Princess Grace and a photo too.

TEST carol: Hote: Patron's screen name: Cookle
TEST carol: Librarian 'TEST carol' has joined the seszion.

TEST carol: Helle Cookie, Thiz iz the reference librarian, I am reading your question,

Cookie: Thanks|

TEST carol: 15 this for a scheol preject? If so. what grade level is this for, s0 T don't

give you something that is too technical or toc easy?
Cookie: I am in the Sth grade, 5o not too hard please,
TEST carol: K, please hold a moment

Send |
Transfer Request
Transfer to: Queues
Librarian i Library

Ellan Bassatt (119246)
Ellen Parker (1170&6)

Erin Kelly (112842)

George Backup Librarian (114458)

Jill Kreis (106345)

[ PR P p— T T T T, P YT T

A Illingis Public (COOK MEM PUB LIBR D * |
A Mew Jersey Public (Qandai). org (MJ1)
A MD PUBLIC (EMNOCH PRATT FREE 215 L

After Hours Coverage (QP Backup)

A King County WA (King County Librarmy - !
-
VPO PR P NP Py TT SRy Y & L |

Cancel

e e == = J =¥
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7 Click on the librarian.

Transfer Requast

Transfer to: Queues
Librarian & Library
Ellen Parkar (117066) A Mew Jersey Public (QandAN. org (MI)) | &)
Erin Kelly (112842) A MD PUBLIC (EMOCH PRATT FREE & 5 L

Guorge Backup Librarian (1144 98) {b After Hours Covarage (QP Backup)

Jill Kreis (L06345) A King County WA (King County Library :

Joan Serpico (117396) A Mew Jersey Public (QandAN), org (MI))

tassdin s smbim,m £, 044,20 PP TP 0 TV VRSP CHTRIPEISIT WA (1)
Cancel

8 Engage in an IM session with the
target librarian.

9 Once they confirm that they will take
the call, click Transfer again.

S —

Carol Bonnefil: Instant Message request from librarian: Carol Bonnefil (1187168) ta
librarian: George Backup Librarian (114458),

Carol Bonnefil: Hi Gearge, Can you take a student transfer from rme?

George Backup Librarian: Sure, no problem

Graat, thanks!

{: o
] San

| Treansfer | |) Cancel |

The system immediately removes the
session from your active sessions list.

=3 QuestionPoint o4 Queues (2)

Carel Bonnefil (118716)

Settings

Help Logout

Manitoring: Live Queues

Patron Chat ™ (0)
Your part in the transfer is complete. Lo—
Mew (0 My Active (0) j(2) Librarians (11)
Librari = Queue (Library Active Time
Amy Healey (1 80 Aftar Hours Col 2 12:58:159 = |
Bob Johnson (1 36 AKing County 0 14:00:57
Bruce Jensen [ 81 Aftar Hours Co' 2 11:55:142
Camillus Kerwir 80 After Hours Cot 1 12:57:08
Carol Bonnefil 5 A CA ASKNOW 0O 14:43:02
George Backup 76 After Hours Cor 1 14144146
Joanne Scala (80 Aftar H:urs Co 2 13:57:19 £
el =
‘ Tools
" (0) Patron Library (69) My Library =
e | [ & mternet T -,
10 Click the New tab to respond to a new Mew (1) i )

patron session. Or click the My Active
tab to return to an active patron
session.
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Receive a transferred

patron session from another librarian

You may receive a transferred patron session from another librarian while you are monitoring chat.

Notes:

e Although the other librarian should ask you before transferring the session, he or she may transfer it without asking.
You cannot refuse or block a transferred session. It is automatically placed in your My Active list. If you do not
communicate with the patron, the session will remain unattended in your list.

e When a transferred session ends, its transcript is not included in the question lists of the library of the librarian who
transferred the session (unless it is the patron’s library). The transcript is included in the Reports in the Ask module
that are available to administrators.

When a librarian
transfers a session
to you, the transfer
alert box pops up
and an alert sounds.

1 Click OK.

New transferred chat session in your "My
Active" tab,

Please respond to the patron!

2 Click My Active
under the Patron

My Active (1)

Chat tab.
3 Click on the New (0) | My Active (1) | All(D) | Librarians (21)
patron. ) -
The > transfer Patron Time Patron's Last Message
indicator is in the -@ ) Cookie 14:46:52 2008/11/23 14 ;43[} am in the 5th grade
patron stripe
The SESSIOI’] |OadS 3+ QuestionPoint 00 00 1043 Queues (4) Settings Help Logout

The session
transcript contains
all messages
between the patron
and the other
librarian and the
transfer detail, along
with the IM
conversation
between the two
librarians.

The patron library’s
policy page and
scripts are also
available for you to
use.

George Backup Librarian {114498) Monitoring: Live Queues

Patron Chat 1M (D)

Queues Cookie

Question: Chat Transcript: I need a bio of Princess Grace, and a photo too.
. or librarian GB: Note: Patron's screen name: Cookie
| Librarian {118716): Librarian "TEST carol' has joined the session.
|
|

Mew (0} My Active (1) All (0) Librarians {21)

Time

14:46:52 2008/11/23

Patron

& >( ) Cookie

Patron's Last Message : i . .
g Librarian {118716): Hello Caockie, This is the reference librarian, T am reading your

question,
Cookie: Thanks!
| Librarian (118716): Is this for a school project? If so, what arade level is this for,
so I don't give you something that is too technical or too easy?
Cookie: I am in the Sth grade, so not too hard please!
| Librarian {(118716): Please hold a moment
||| Librarian (118716): Note: Chat Transfer Session request from librarian: "Carol
Bonnefil' {118716) at Institution "Santa Monica PL {CAAsk)' (10008) to librarian:
H ‘ George Backup Librarian' (114498) at Institution 'QP Backup' (11358),
= |

14:48 I am in the 5th grade

Librarian {118716): Note: Carol Bonnefil: Instant Message request from libraran:
Caral Bonnefil (118716) to librarian: George Backup Librarian (114428},

Question: [3992786] I need a bio of Princess Grace, and a photo tao. =
Patron: Cookie (patron@email.org)

‘Patron's Library: Santa Monica PL (CAAsk)

(Queus: A CA ASKNOW

|IP Address: 201,170.171.223

‘Referer: http://www.questionpoint.org/crs/serviet/org.oclc.ask.PatronChatForm

Carol Bonnefil: Hi George, Can you take a student transfer from me?
George Backup Librarian: Sure, no problem

Tools
Carol Bonnefil: Great, thanks

Cookie Policies

Info Scripts URLs MNotes

Hello, I have just received your question as a transfer. Please give me a
moment to read the guestion, and I will assist you.

Browser/05: Mozilla/4.0 (compatible; MSIE 7.0; Windows NT 5.1; .NET CLR

11.1.4322; NET CLR 2,0,50727; MS-RTC LM 8)
| Cobrowse: Yes
null: Santa Monica

il Transtor, )il End Sesslon. )
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4 Senda
message to let
the patron know
that you have
taken over the
session.

Hello, I have just received your question as & transfer. Please give me a
morment to read the question, and 1 will assist you.

t Send

kCnhrouse Bl Transfer | | End Session |

/

The patron receives
your message. Your
screen name
appears to the
patron with your
message. The
previous librarian’s
screen name is
replaced by
“Librarian.”

The patron does not
see the transfer
detail or the
messages between
the librarians.

5 Complete the
session with the
patron.

Hello, Cookie {patron@email.org)

Chat Transcript: 1 need a bio of Princess Grace,
and a photo too.
Librarian: Librarian TEST carol' has joined the
SESSIon.
Librarian: Hello Cookie, This is the referance
librarian, 1 am reading your question.
Cookie: Thanks!
Librarian: [=s this for a school project? If so, what
grade level is this for, so I don't give you

I | ical

Cookie: I am in the Sth grade, so not too hard
pleasal

Librarian: Please hold a momeant

Mewest Message

QP librarian GB: Hello, I have just received
your question as a transfer. Please give me a
moment to read the question, and I will assist
you.

Resources

e Training resources: http://www.questionpoint.org/education/index.htm]
e Documentation: http://www.questionpoint.org/support/documentation/gettingstarted/index.html
e 24/7 Reference Policies: http://wiki.questionpoint.org/247-Policies

e OCLC support staff:
E-mail: support@oclc.org
Telephone: 1-800-848-5800 (USA) or +1-614-793-8682
(7:00 a.m. to 9:00 p.m., U.S. Eastern time, Monday—Friday)

Comments, suggestions, feedback

Please send us your comments about this guide at http://www.surveymonkey.com/s.asp?u=685031335509

ISO 9001 Certified The following OCLC product, service and business names are trademarks or service marks of OCLC
Online Computer Library Center, Inc.: OCLC, QuestionPoint, The 24/7 Reference Cooperative, WorldCat
and “The world’s libraries. Connected.” In addition, the WorldCat symbol and OCLC symbol are service
marks of OCLC. Third-party product and service names are trademarks or service marks of their

respective owners. OCLC grants permission to photocopy this publication as needed.
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