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Objectives

● Gain an overview of the variety of content available statewide.
● Learn what details to gather in order to resolve an access 

problem.
● Review the basics of troubleshooting e-resources.
● Explore specific troubleshooting scenarios.
● Discuss how to communicate access problems to vendors, 

supervisors, colleagues, and patrons.



Statewide Content Overview



Currently Offered Statewide Content

● Ancestry.com, HeritageQuest (OPLIN, public libraries only)
● BookFlix (INFOhio)
● ProQuest Dissertations & Theses (OhioLINK)
● Literary Reference Center, Chilton Library,  Very Short 

Introductions (LCO)



Gathering Information to Solve Problems

● Content: know (or look up) your access rights
● Authentication: know your authorized users, authentication 

methods, and technologies
● Systems: know which systems your library uses



User Details

Authorized user?
On or off site?
How connected?



E-Resource Details

Name of resource
Problem link
Where did you link from?
Error specifics



User Error



Resource-Wide Error



Troubleshooting Basics

● Start by assuming user error 
and work your way out

● Then, blame the computer
● Do some homework
● If you need to ask, know who to 

ask
● Provide relevant information 

with request
● Follow up as needed



Common Troubleshooting Scenarios

● Off-site authentication/access problems
● Failed links/failed openURL resolution
● Inaccurate catalog/knowledgebase data
● Subscription/payment problem & revoked 

access
● Vendor blocks
● Vendor system problem
● Broader network problem



Troubleshooting Scenarios - Off-Site Access



Troubleshooting Scenarios - 
Off-Site Authentication



Troubleshooting Scenarios - 
Inaccurate Knowledgebase Data



Troubleshooting Scenarios - 
Subscription Problem?



Troubleshooting Scenarios - Vendor Block



Troubleshooting Scenarios - 
Broader Network Problems



Troubleshooting Scenarios - 
Vendor / Network Problem



Troubleshooting Scenarios - On-Site Only



Communicating with Vendors

● Different vendors are responsive via different formats
● How urgent is your problem?
● #1 most effective method of resolution is calling your 

specific rep
● Be available or designate someone who can



Communicating with Vendors

● Know who your rep is, and start there
● Support e-mail addresses

○ support@ebsco.com 
○ oxfordonline@oup.com
○ gale.customerservice@cengage.com or 

gale.technicalsupport@cengage.com

● Create a similar list of best contacts for all vendors
● Do the same for your account rep, along with other details
● Group e-mail address

mailto:support@ebsco.com
mailto:oxfordonline@oup.com
mailto:gale.customerservice@cengage.com
mailto:gale.technicalsupport@cengage.com


Communicating 
with Vendors



Proactively Communicating with Vendors

● IP Range Changes
● Branch additions / location changes
● Internal contact changes
● Up to date documentation with subscription information
● Practicing good professional etiquette when 

communicating



Proactively 
Communicating 
with Vendors



Communicating with Patrons & Colleagues

● Emails & listservs (internal)
● Organization website
● LibGuides / LibAnswers



Communicating with Patrons & Colleagues

● Vendor status sites online
○ https://status.ebsco.com/

○ https://oclc.service-now.com/status

○ https://support.gale.com/status/

○ https://status.proquest.com

● Consortia listservs - OPLIN, OhioLINK, etc.
● Professional library listservs - ERIL, EZProxy
● Twitter

https://status.ebsco.com/
https://oclc.service-now.com/status
https://support.gale.com/status/
https://status.proquest.com


Resources
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Questions?

Carrie Waibel - carriew@ohionet.org

Jennifer Bazeley - bazelejw@miamioh.edu

mailto:carriew@ohionet.org
mailto:bazelejw@miamioh.edu

