NC

LIVE:

Troubleshooting Digital Resources

with Confidence
Heather Greer Klein
Member Services Librarian
help@nclive.org




My Experience

- NC LIVE Help Desk

Support for Member Library Staff




Objectives

Review common issues faced by front line
staff helping users with electronic resources

Discuss strategies to address these issues
and build confidence and competence

Share what you are doing in your library to
address these issues

Share how NC LIVE can help



Common Library Staff Challenges:

Understanding the resource access
cycle: identify the source of the issue
Authentication: what is it, and how
does my library do it?

Electronic resource troubleshooting
basics: Error messages & browser
basics

Search strategy: how do | help users
get started with a search?

How do | get help?



Glossary

Browser:

— a program with a graphical user interface for displaying HTML files,
used to navigate the World Wide Web.

IP Address:

— a unique string of numbers separated by periods that identifies each
computer using the Internet Protocol to communicate over a
network.

Electronic resource:

— Databases, tools, etc. licensed by the library for authorized users to
access

Proxy or Proxy server:

— Server that functions as an intermediary between a web browser and
the Internet.

Authentication:

— the process of determining whether someone or something is, in fact,
who or what it is declared to be.
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Challenge: Authentication

The process by which your patrons access
resources that are not on the free web:
How do they get to the stuff you paid for?

Vendor server has to recognize user |P
Two ways: recognize campus IP, or
recognize proxy server-assigned IP



Authentication In the library/on campus.

“User at IP 152.123.456.23 requests access” ﬂ
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“IP 152.123.456.23 is authorized library 143,
access granted ”




Accessing NC LIVE Resources
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Off-Campus Authentication Methods

Local Proxy: All resources have the same
login; campus manages proxy server

NC LIVE Proxy: Use NC LIVE password for
NC LIVE resources; NC LIVE manages proxy;
nhew password every year



How does a user go through the proxy
server?

Proxied links: will work ON and OFF CAMPUS

http://www.nclive.org/cgi-bin/nclsm?rsrc=331

http://library.surry.edu/go.php?c=211213

http://www.nclive.org/cgi-bin/nclsm?URL=http://site.ebrary.com/lib/mhu/

Unproxied links: On campus ONLY
http://site.ebrary.com/lib/mhu/
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Authentication Off campus:

Username/password=
“l am an authorized
user requesting access”

Server

i

Password= true “allow access”
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Off-Campus Authentication

Once a user is through the proxy, it is as if they are in
the library--no login pages

Check—is the proxy information in the link?
http://search.proquest.com/
http://search.proquest.com.proxy103.nclive.org/pgcentral

If yes, a login page could mean a vendor is missing an IP


http://search.proquest.com/
http://search.proquest.com.proxy103.nclive.org/pqcentral

Understand Authentication Basics

Understand the basics of how access
works on your campus

Know the what to expect for on-campus
and off-campus access

Know how students/faculty access their
username password

Know contacts for campus IT or NC LIVE



Challenge: Basic Troubleshooting
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Error Page

Congratulations!

You found the Motologic Error Page

What to do when something goes wrong

After that, you'll have to go back to the home page and try again.

Sorry for any inconvenience,

The Motologic Team

Moto error code : ('5a011d608f4901.3001af0050568c5b09")




Troubleshooting Browsers

Know the names of common browsers and the

basics of using them

Learn how to clear cache and cookies
Recognize browser error messages

Aw, Snap!

Something went wrong while displaying this webpage.
To continue, press Reload or go to another page.

ZAHTTP 404 Not Found - Microsoft Internet Explore
File Edit iew Faworites Tools Help

@ The page cannot be found

The page vaou are looking for might have been removed, had itz
name changed, or is temporarily unavailable.

Please try the following: —

e If yvou typed the page address in the Address bar, make
sure that it is spelled correctly.
¢ Open the localhost home page, and then look for links to

the information you want. =
4| | 3
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Troubleshooting Resource Errors

" Recognize database and proxy errors
= Know how to document errors



Troubleshooting Resource Errors
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Error Page

Congratulations!

You found the Motolo{ ' Know how to take a

Mine times out of ten, it's ScreenShOt

and see if that fixes the p . ]

. = Always include the URL in the
not, [:I'|E‘ESE send us an

After that, you'll have to screenshot

Sorry for any inconvenience,

The Motologic Team
Moto error code - ('5a011d608f49013001af0050568c5b09")




Troubleshooting Resource Errors

" Snipping tool (PC)

= Skitch—detailed screenshots with
annotation

" Jing—video is worth a million words!!

= http://screencast.com/t/OBSGxlgrho



https://evernote.com/skitch/
http://www.techsmith.com/jing.html
http://screencast.com/t/OBSGxIgrho

Challenge: Poor Search Strategies

“It says there are no results!”

User error can be just as
frustrating as a database error



Learn Basic Search Strategies

"= Database keyword not the same as
web search

" Basic Boolean: AND OR NOT () *

" Search construction

= Using a basic vs. advanced search
box



Resources for Learning More:

1.The State Library Train Station: One stop
for NC LIVE vendor-provided webinars,
State library training days, and other staff
development opportunities

2.Support pages within databases

3.NC LIVE For Library Staff page for links to
helpful information



http://statelibrary.ncdcr.libguides.com/content.php?pid=341626&sid=2793126
http://nclive.org/librarystaff

Challenge: Discovery, AKA Search Boxes!

“I clicked on full text and it says
there are no results!”

e Metadata errors are common
 Discovery is not as good at
“known item search”



Discovery Issue Strategies:

e Use Title Search to try to get to the
item

 Try going directly into the database
that is listed as the source and try
the search again

 Report the issue to your vendor or
to NC LIVE
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Consanguineous Marriage and Human Evolution

by Bittles. A.-H; Black. M.L
Annual Review of Anthropology, 01/2010, Volume 39

..., 1969; Ohta 1973). Whether neutral mutations are effectively imelevant or impertant in evolution remains controversial, as demonstrated by a recent

composite. ..

Journal Article: Full Text Online

Human Evolution and the Chimpanzee Referential Doctrine
Annual Review of Anthropology, 01/2012, Volume 41
Chimpanzees are cur closest living genomic relatives, but they lack the bipedal locometien, markedly enlarged brains, and advanced communication skills of

humans..

Journal Article: Full Text Online

Meat-eating & human evolution

by Stanford, Craig B; Bunn. Henry T
2001

‘When, why, and how early humans began to eat meat are three of the most fundamental unresolved questions in the study of human erigins. Before...

[l eBook: Full Text Online

The fossil trail. how we know what we think we know about human evolution

by Tattersall, lan
1995

[El eBook: Full Text Online

Teeth and Human Life-History Evolution
Annual Review of Anthropology, 01/2013, Volume 42

... provide insight into the evolution of human life history. However, recent comparative approaches and empirical evidence demonstrate that caution is
warranted when

Journal Article: Full Text Online
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Consanguineous Marriage and Human Evolution
by Bittles, A.H; Black, M.L
Source: InfoTrac Newsstand
Publication Title: Annual Review of Anthropology
Publisher: Annual Reviews, Inc
Volume: 39
Start Page: 193
Date : 01/2010
ISSN: 00846570
EISSN: 1545-4290
DOI: 10.1146/annurev_anthro.012809. 105051
Subjects: Censanguinity, Human evelution, Histery, -
Analysis, Social aspects, Research, Genetic
disorders
Language: English
Copyright: COPYRIGHT 2010 Annual Reviews, Inc




Challenge: Knowing Where to Get Help

Who to contact when
something goes wrong?



Have a Procedure for Getting Help

=  Know who administers your proxy
* Know who manages you electronic resources
" OR, know vendor contacts for your resources

NC LIVE Help Desk

Support for Member Libmry Staff

ﬁﬁ .

ndwe.orgfa.lpporh help@noive.urg 919-513-0451




Resource List

Clearing cache in Chrome

Troubleshooting in Firefox

Cache and cookies in Internet Explorer

Best practices for webinar participants

Web Junction’s Competency Index for the Library Field (2014)
NC LIVE Library Staff Email List

State Library Continuing Education Information Email List

Questions?

Heather Greer Klein

Member Services Librarian
heather@nclive.org help@nclive.org



https://support.google.com/chrome/answer/95582
https://support.mozilla.org/en-US/kb/troubleshoot-and-diagnose-firefox-problems
http://windows.microsoft.com/en-us/internet-explorer/manage-delete-browsing-history-internet-explorer#ie=ie-11
http://www.webjunction.org/documents/webjunction/Best_Practices_045_WebConferencing_Participants.html
http://webjunction.org/content/dam/WebJunction/Documents/webJunction/2014-03/Competency-Index-2014.pdf
http://nclive.org/newsroom/listserv
http://lists.ncmail.net/mailman/listinfo/ceinfo

	Slide Number 1
	My Experience
	Objectives
	Common Library Staff Challenges:
	Slide Number 5
	The Access Cycle
	Challenge: Authentication
	Authentication In the library/on campus:�
	Accessing NC LIVE Resources 
	Off-Campus Authentication Methods
	How does a user go through the proxy server?
	Authentication Off campus:�
	Off-Campus Authentication
	Understand Authentication Basics
	Challenge: Basic Troubleshooting
	Troubleshooting Browsers 
	Troubleshooting Resource Errors
	Troubleshooting Resource Errors
	Troubleshooting Resource Errors
	Challenge: Poor Search Strategies
	Learn Basic Search Strategies
	Resources for Learning More:
	Challenge: Discovery, AKA Search Boxes!
	Discovery Issue Strategies:
	Slide Number 25
	Challenge: Knowing Where to Get Help
	Have a Procedure for Getting Help
	Resource List

