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1. Log into LibAnswers.
• An easy way to do this: Go to the log in screen using the green “AaLDE Login” button
on the Ask a Librarian Delaware Staff Support Site (as shown below).
• Or you can go to: http://answers.delawarelibraries.org/home.php

Log in with your username (your email address) and password. If you forget your password, you can reset it
through your email.
As this screenshot shows, you are logging into LibApps which brings you directly to your LibAnswers Dashboard.
Springshare has many products as shown in the blue box.

You should now be on the Dashboard.
If you find that you are not on the Dashboard/LibAnswers, select “LibAnswers” from the blue drop down list of
options. Your screen should look similar to the one shown here.

The Dashboard shows Delaware patrons’
questions that have come in through the
webform (email) and through texts from
Delaware library websites and the main
patron portal page
(http://answers.delawarelibraries.org).
Chat sessions that have been turned into
tickets for follow up are also in email
form and show up on this page.
Now, let’s walk through some basics of
what to look for.

2. Finding and claiming your library’s questions: Main areas
a. First, scroll down to the list of Tickets (questions). In this screenshot, there are 18 active tickets.
b. Look for ones that have not been claimed (they do not have an owner) and also be sure to review
those that are owned by you, or if you are the library’s liaison, by someone on your library’s team.

Note these areas:
• Question ID number
• Is the question’s status “New”? “Open”? “Pending”? (If it is Open, is is a clue that the patron has responded.)
• How did the Question come in – through staff entry, the system, SMS text, a widget?
• Is there keyword tagging already added?

c. Look for your library’s questions by clicking on the ‘eyeball’ icon.

Look for the information about
which library the patron normally
uses, asked on the webform.
Patrons are required to answer this
before submitting their question.
Does it name your library? If so,
click on “Go to ticket page” to claim
it (or if you are the liaison and
intend to assign it to someone
within your library).

3. Create a reply

a. The first tab is
“Create a reply” – this
is where you respond
to the patron. Always
use Best Practices for
answering.
Tip: You can see the patron’s webform
information, like their library name, by clicking on
the blue hyperlinked “Asked By” patron info.
b. The text box
(where you create the
response to the
patron) provides
many options for
crafting your email.
Below the text box
are additional
features, such as to
add links, document
articles, and to “cc”
anyone on this
response.

Dear Cathay,

Thank you for contacting us regarding your sample question…

c. Add any keyword tagging that
fits the question. This helps link
questions to others for staff to
reuse answers. If a tag has been
used, such as a library name or
common tag (“account”, for
example), it will show up. Press
enter to add it. If you want to use
a tag that is not already added,
simply type it in and press “Add”.

d. You may reuse answers
from other AaLDE providers
and/or FAQs, as appropriate.
Just click on “Reuse Answers”
to see what is linked. You will
have the opportunity to edit
any of these before sending to
the patron, and it’s
recommended to do that since
a personalized response is
always preferred.

4. Add Reference Analytics

There are three areas for
Reference Analytics:
a.

Dewey Delaware (select
from the drop down menu
the most prominent
choice)

b.

Contact Method (the
original way the patron
contacted you for help)

c.

Library (separated by
county – use the drop
down menu for the county
in which the patron’s
library resides)

5. Ready to send your response? You have four options, but will primarily use one of two: Pending or Closed.
• “New” questions have not had any interaction with the patron yet. Use this if you are assigning the ticket to
someone in your library.
• “Open” questions indicate that the patron responded.

Note that if you leave
worked-on questions as
“new” – it looks like no
one has helped the
patron!

If the question is
closed and the patron
responds, it will
reactivate the ticket.

6. Post an Internal Note
The second tab allow you to send a note to other library staff who provide this statewide service. Internal notes do not go to the
patron. They help us share important information in order to provide excellent customer service.
Type your note and then select your recipient(s) using the dropdown selection in “Email Note to”.
Choose the appropriate “submit” category to send it.

7. Assign/Transfer

The third tab allows a question to be assigned to another
provider of the Ask a Librarian Delaware service.
If you are a liaison for a Delaware library, you may assign
questions to library staff within your library for follow up.
For example, there might be someone at your library who
handles the ILLs, or is a subject specialist for certain types
of questions.
Use the “Select the user to own this ticket” drop down
menu to choose from the list of options. You can cc
others and/or add an internal note here, to keep others
informed if desired.

8. Finding your library’s closed tickets

Questions that are closed
do not show up on the
Dashboard.
To see questions that have
been closed, go to
“Answers”.
Then click on “Tickets”
from the drop down menu.

The Knowledge Base Explorer offers options for finding your library’s tickets:
•
•
•
•
•
•
•

Question ID and text of the question
By status
Date, day of week, time of day
Library
Tags
Owner of the ticket (library staff)
Patron’s email address

You can also see monthly reports showing
patron use by library in the
Ask a Librarian Delaware Staff Support Site:
http://aalstaff.lib.de.us/liaisons/reports/

Thank you!
For other resources, see the Ask a Librarian Delaware staff Support site at:
http://aalstaff.lib.de.us
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