
The not-so secret tools, tips 

and tricks of the 

Ask a Librarian interns.

How to provide assistance to statewide 
customers with grace and ease.

Focus: Local library questions



First Contact:
When a patron enters the queue:

Right-click on the patron ID to review the 
question and patron library information

What type of question are they asking?



Evaluating the questions

1. Local

óinternalô

can only be answered by home library

óonlineô

can be answered on library website

óonline with loginô

can be answered on library website 

if patron has login ID

2.  General Reference



üAccept Patron

üSend greeting script

üWhile the patron is reading your greeting 

script, go to the knowledge base to access 

patronôs local library information.

Scripts are your friend ïknow them, create them, use 

them.

Scripts can be a good way to keep the patron 

engaged while you are óawayô hunting the answer to 

their question.

Which library do you use?

Have you used the online catalog 

before?



Where is the Knowledge Base?



Information found in the Knowledge Base



Internal Questions
Patron will need to contact their library directly

Examples: ñI returned an item and it is still on my account.ò

ñI need to update my address.ò

Scriptsare available in the óCircô or óReferringô folder

ñAlthough I am unable to access that information, your library's staff 

should be able to help you.  Would you like the phone number for your 

local branch?ò

ñAlthough I am unable to access that information, your library's staff 

should be able to help you.  Would you like me to forward this chat to 

them?ò

In the Referring folder:  ñ[%CUSTFIRSTNAME%], for an issue like this, it 

is better for you to speak with someone at your local library.  I can get a 

phone number for you, or I can forward this chat to the library staff.  Which 

would you prefer?ò

Or you can customize your own script for this situation.

Check Knowledge Base for library contact information



Internal or no?

ñI canôt log in!ò

ñHave you logged in successfully before?ò

ñDid you try retyping the number?ò

ñHave you changed your PIN?

Before sending the patron to their local library, try troubleshooting as you 

would with your own patrons, and check the knowledge base for posted 

links or answers.

ñI forgot my PIN!ò or ñI need a new PIN!ò

Check knowledge base and website to see if PIN information is listed.  

Some libraries have an option to request a new PIN online.

ñWhat is my ID and password/PIN?ò

Check knowledge base for login information.

If not listed there, check library website.



For example:  Miami Dade County Library Knowledge Base


