
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

‘internal’

can only be answered by home library

‘online’

can be answered on library website

‘online with login’

can be answered on library website 

if patron has login ID

2.  General Reference



Accept Patron

Send greeting script

While the patron is reading your greeting 

script, go to the knowledge base to access 

patron‟s local library information.

Scripts are your friend – know them, create them, use 

them.

Scripts can be a good way to keep the patron 

engaged while you are „away‟ 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: “I returned an item and it is still on my account.”

“I need to update my address.”

Scripts are available in the „Circ‟ or „Referring‟ folder

“Although 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?”

“Although 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?”

In the Referring folder:  “[%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?”

Or you can customize your own script for this situation.

Check Knowledge Base for library contact information



Internal or no?

“I can‟t log in!”

“Have you logged in successfully before?”

“Did you try retyping the number?”

“Have 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.

“I forgot my PIN!” or “I need a new PIN!”

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

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

“What is my ID and password/PIN?”

Check knowledge base for login information.

If not listed there, check library website.



For example:  Miami Dade County Library Knowledge Base



Do you have this item?

What are fines?

I‟m looking for a book…

Downloadable media

How to use databases

How to sign up for a class

How to get a library card

Online Questions
can usually be answered on the library website



Some Knowledge Base entries will have links directly to 

the location of the requested information

“How do I get a library card?”



Sometimes you‟ll have to search the library site 

to find the answer.

“How do I sign up to volunteer?”

“I want to apply for a job at the library.”

If the library does not have a site search on their website, you can 

use Google to search the site.



– I want to request an item

– I want to renew

– What is overdue?  What are my bills?

For this type of question, ask the patron:

Do you have your library card?  Do you know your PIN/password?

(This is a good one to save as a script)

„Online with Login‟ Questions
can usually be answered on the library website

if the patron has login information

If the patron has login information, show them how to use the 

catalog to request the item or access ‘my account.’

If the patron does not have login information, refer the 

patron to the local library.



Library specific scripts
The Orange County Library has a folder of 

scripts available to address common 
question from their patrons.

For instance, next time you get a patron from 
Orange County who wants to know why 
books are checked out on their account 
but haven‟t arrived in the mail yet –

“BBM Item Not Received Yet:”  It takes 

about 3 - 5 business days (Mon. - Fri.) for 

an item that is checked out to you to be 

delivered. If you have not yet received an 

item that has been on your account for 5 

business days, please call the library at 

407-835-7323 before 4 p.m. to speak to the 

delivery department.

There are also scripts for Computer use, 

Meeting Room information, and more.  These 

are great timesavers when helping patrons 

from this library.



General Reference

The Florida Electronic Library (http://flelibrary.org) is accessible 

to all Florida residents.  

No login is required if the patron is using a computer in Florida.

For local library reference resources, check knowledge 

base for the URL to library research pages/databases and 

dummy login information.



a couple last tips….

Use language when chatting to let the patron know you are not 

from their library.

-In your greeting script, you can include where you are from -

“North Florida”  “Orange County”  “Tampa” 

-When chatting with the patron use phrases like “your library” 

instead of “the library” to reinforce.

Currently, any resident of the State of Florida can obtain a card from 

the Alachua County Library District.  If you have a patron looking 

for downloadable media or other online resources unavailable at 

their home library; let them know they can apply online for a card 

from ACLD. http://www.aclib.us/my-account/ecard


