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How to Close Questions
on LibAnswers

Adding Dewey Delaware and other key elements

For Ask a Librarian Delaware



1. Adding Tags:

When reviewing Tickets, read over the question, add any tags, and
determine if the question is completely answered. You can add any
‘common language’ tags here too.

a Tip:
e@ D http://answers.delawarelibraries.org/answer.php?qid=223264 P~C ||EZI b 5 . . . .
(- Don’t know who’s library this emailed question

belongs to? Click in “Asked By: [patron name] link.

This question is claimed by: Barbara Litzau

QID: 223264 Status: Pending Owned by: Barbara Litzau | Unc

Asked By: Cathay Test (cathay keough@lib.de.us) sked On: Feb 11 2015, 11:02am Last Updated: Feb 11, 2015 Turnaround: 00:00:02

Test at the meeting

Asked By: Cathay Test

Reply from Cathay Keough (Feb 11 2015, 11:04am): ~Tags
This is chat questioning from a staff and answered by me.

Signature,

Add
Emailed to: "Cathay Test" <cathay. keough@lib.de.us=

» Reuse Answers

Note from Cathay Keough (Feb 11 2015, 11:05am):
[Status changed to Closed]

~ Helpful Tools

Reply from Barbara Litzau (Feb 11 2015, 12:26pm): search _\bAns‘.'.-'ErS{publﬂ
Hi Cathay, in
Thanks for the training this morning! Best of luck to us all when we go livel

for
Emailed to: "Cathay Test" <cathay keough@lib.de us=>



2. Consider this as a FAQ:

You can add commonly asked questions to the FAQ group. We'll

(mostly) use the group “Ask a Librarian Delaware” for FAQs.

Dashboard Answers = Stats - Ref. Analytics = LibChat = Status Mgmt & Admin ~ © Help

| Note from Cathay Keough (Feb 25 2015, 12:11pm): o

[Status changed to New ]
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3. Add Analytics:

Scroll to the end of the question to add the Reference Analytics, such as the
primary Dewey Delaware number for the question, the contact method, and the
customer’s library (by county). There are other features here, too, such as adding
thisasa FAQ, e s

Files (0)
CC Answer to Add Email
Emails in the list will receive notifications of replies and be allowed to post
replies. Emails removed from the list will no longer be able to add replies
to the ticket
Add to FAQ Group Do not add to FAQ Group ﬂ
Add to Analytics Reference Analytics ﬂ
Dewey Delaware Select One ﬂ
Contact Method Select One M
Library NCCo Select One v
Library Kent Co Select One 4
Library Sussex Co Select One ﬂ

Internal Note:
Submit as Pending [ Save Draft Preview Email Cance

Powered by Springshare; All rights reserved. Public Site



4. Submit the Question as...
Use the drop down to select New, Open, Pending or Closed.
(See the next slide for details)

Dewey Delaware Select One v
Contact Method Select One v
Library NCCo Select One v
Library Kent Co Select One ﬂ

) —
Library Sussex Co Submit as New ﬂ

Submit as Open

Internal Note: Submit as Pending = ———
Submit as Closed

See next slide for details of
these four options
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Submit it as:
New, Open, Pending, or Closed

If you leave worked-on questions Submit as New

as “new” — it looks like no one has
helped the patron!

submit as Open

submit as Pending

Ssubmit as Closed

Tickets that have not
been replied to.

Tickets where you
need to get back to the
patron.

Tickets where the
patron is going to get
back to you.

Tickets where no

further interactions are
expected.




Note that if you are on the Dashboard or in stats, admins have the
ability to click on the trash can of a new, open, or pending ticket in
order to quickly close the question (don’t delete it!).

& cathay.keough@lib.de.us -

LU0 @) Dashboard  Answers~  Stats~  Ref.Analytics~  LibChat~  StatusMgmt  #%Admin ~  @Help R

LibAnswers v2.3 Update Now Live

We have a bevy of new features to share, including ticket macros, dashboard views, new email templates, plus a whole lot more. Read all about it on the blog

m

« Administrative Announcement

Welcome to LibAnswers/LibChat and Ask a Librarian Delaware! We're going live on March 1!

Open Tickets (37) Pending Comments (0) Pending Ideas/\Votes (0) Errors (0) Spam (0) Status Posts

Source All Sources E‘ Status Mot Closed E‘ Owned by View All » Email (clear)

Tickets 1 - 44 (of 44)

Id Status Question Owner Updated ¥

223453 Open Testing email for Ask a Librarian Delaware @& Bonnie Elliott Feb 13 2015, 10:14am
Cathay Keough (Cathay Keough@lib.de.us)

|} Asked via Email

223264 Pending Test at the meeting @& Barbara Litzau Feb 11 2015, 12:26pm
Cathay Test (cathay keough@lib.de.us)

7] Asked via LibChat

222686 New summer reading @ Cathay Keough Feb 11 2015, 10:41am

Anon (cathay keough@lib.de.us)



This is a quick way to close tickets, but note that it does not allow for
Reference Analytics and other options.

m Inbox (79) - cathaykeough.., * | & D ibraryLegisati x ‘ & Del; Library Legislatit x | Del: Library Legislati xfﬂ Ask a Librarian Delaware: D... x\+ @&u
C'I‘QSEarrh \ﬁ B 4 @ Q|E

\ * @ answers. delawarelibraries.org/home.php

Delete or Close this Ticket

Close:

* No email/twitter/sms message sent to the questioner
+ Included in statistical data.

Add an Internal Note

[Closed: No answer sent ]

Hoddns

Delete:

* Removed from system
= Mo statistical record kept

Delete Ticket Cancel




Thank youl!

answers.delawarelibraries.org

Cathay Keough, Statewide Coordinator
Delaware Division of Libraries
cathay.keough@lib.de.us
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