SparkRef
Virtual Reference Software
Training & Reference Manual

6th Edition
November 2009

Donald Boozer
KnowltNow24x7 Coordinator
Cleveland Public Library



Table of Contents

Part I. Introduction
Section 1. Introduction
Section 2. Definitions

Part Il. Installing and Accessing the Software
Section 3. Downloading the Software

Section 4. Logging into SparkRef

Section 5. The SparkRef Client: Your "Control Pénel
Section 6. Logging into Fastpath

Part Ill. Making the Most of the SparkRef Client
Section 7. Using SparkRef Client Functions
Section 8. Options Along Top of SparkRef Client
8.3.1. Start a Conference
8.3.2. Broadcast Message
Section 9. Agent Status Indicator
Section 10. Icons (Below Agent Status Indicator)
Section 11. History | Conference | Macros
Section 12. Online Agents | Current Chats | Quetterity
Section 13. Contacts | Conferences | Fastpath
Section 14. Search Bar

Part IV. Working with Customers: Part One - Using Fastpath for Virtual Reference
Section 15. Logging into Fastpath
Section 16. Accepting Questions on Fastpath
16.1. Customer Waiting Alert
16.2. Accepting Customers
16.3. Rejecting Customers
Section 17. Fastpath Chat Window
Section 18. Chat Session Tabs
18.1. User Info Tab
18.2. User History Tab
18.3. Patrticipants Tab
18.4. Notes Tab
Section 19. Using and Editing Canned Responses
19.1. Accessing Canned Responses
19.2. Global Canned Responses
19.3. Personal Canned Responses
19.4. Editing Canned Responses
Section 20. Chatting with User
20.1. Spell Check
Section 21. Emoticons
Section 22. Typing/Connection Indicators
22.1. "User is Typing" Indicators



22.2. "Agent is Typing" Indicator
22.3. Display of Typing Indicators
22.4. Use of Toast Popups as a Typing/Connectidicétor
Section 23. Sharing Files
23.1. Allowable Files to be Shared
Section 24. Inviting Someone to Join ConversatioGdferencing with Other Agents
24.1. Inviting Another User to Join in Conversatio
24.2. Conferring outside Conversation
Section 25. Transferring a Conversation
Section 26. Co-Browsing
Agents shoul®lOT use the SparkRef Co-Browser. Agents are encourtagesk their own web
browser (IE, Firefox, etc.), utilize their own bao#rks, and copy-and-paste URLSs directly into
the chat window to share with users.
26.1. Copying and Pasting URL's
Section 27. Ending Conversations
27.1. User Ends a Conversation
27.2. Continuing After a Customer Disconnects
27.3. Agent Ends a Conversation
27.4. Resolution Codes
Section 28. Accessing Transcripts
28.1. Requesting Transcripts
28.2. Transcript Formatting

Part V. Working with Customers: Part Two - Monitori ng Commercial Instant Messaging
(IM) Services via SparkRef for Virtual Reference
Section 29. Using Instant Messaging (IM) for Vitt&eeference

29.0. What Does IM Offer?

29.1. Commercial IM Plugins Supported

29.2. Signing-up for IM Accounts

29.2.5. KnowltNow24x7 IM

29.3. Fastpath and Commercial IM Gateways

29.4. Logging into IM account on SparkRef

29.5. Accepting Incoming IMs

29.6. IM Chat Window

29.7. Icons in IM Chat Window

29.8. Chatting with User

29.9. Ending a Conversation

29.10. Adding Contacts

Appendix. Contact Information
Contacting KnowltNow24x7 Technical Support



Part |
Introduction

- Section 1. Introduction

The software you are using grew out of a collabonabetween Ohio's KnowltNow24x7 virtual
reference service and L-Net, the Oregon Librariesadrk online reference service. In 2007,
both Ohio and Oregon saw the need for new virtef@rence software but were unable to find
any one product meeting all their needs. In coatioh with the State Librarians of Ohio and
Oregon (Jo Budler and Jim Scheppke, respectiv€lgyeland Public Library (the
administrative center for Ohio's KnowltNow24x7) avddltnomah County Library (the home
base of Oregon's L-Net) began collaborating ondimign the needed software to fruition.

The present software is the result of that joijgut and is based on the open source Spark
cross-platform real-time collaboration client frame of Portland, OR. The Spark client
incorporated an instant messaging platform knowRasspath. Not being specifically designed
to handle a virtual reference service, Spark waseced by Source(N), a software developer in
San Jose, California, for this purpose.

The new software was implemented on September(B,20hd is being utilized by both Ohio
and Oregon with servers located at Cleveland Puldbiary in Ohio.

In mid-2009, a new round of development was irgtilatio add some features to the Spark client
as well as to update the Openfire server. At ihat,ta versioning system was installed in Spark
and the client has been renansgmhrkRef for the use of KnowltNow24x7 and L-net

- Section 2. Definitions

Some terms used in this manual are new to libriafy who previously provided service on
KnowlItNow24x7 and L-Net. This short glossary gilmssic definitions of these words and how
they are used in the text.

2.1. Agent
The library staff member who logs in, answers goast etc. Thegentis contrasted with the
user/customer

2.2. Client
The SparkRef software residing on agent's computer.

2.3. Co-Browser
The Internet browser within Fastpath. Agents shoiddl use this feature but rather cut-and-
paste URLs directly into the chat with the usere(Section 26

2.4. Customer
Another name fouser.



2.5. Fastpath

The aspect of the SparkRef software through whadrsl questions are answered. In a
hierarchical relationship, Fastpath is dependerBperkRef; however, many SparkRef functions
can work independently of Fastpath.

2.6. Idle

When an agent is idle, he or she cannot receiveremmning messages which is not desirable.
The default in SparkRef is for this option to belecked. See Secti@l.1.2.3or more on
being Idle.

2.7. Macro

A series of commands and procedures identified §ipgle name. In this software, macros are
used to manage tliganned ResponseéSeeSection 19. Using and Editing Canned
Responseps

2.8. Queue
A sub-group of avorkgroup. The agent can be part of more than one queus.ig ket up when
accounts are created by administrators.

2.9. Resolution Code
One of the options displayed afteragentends aonversationshowing the final outcome of
the transaction. Segection 27.3

2.10. SparkRef

SparkRef is the name of the virtual reference sarfwvhich is based on an open source software
product called Spark. It was originally developgdlive and is part of Ignite Realtime, the
community site for the users and developers of Snftware's open source Real Time
Communications projects.

2.11. Toast Popup
A small window which "pops up" in the lower righitypour monitor screen (segection
8.1.1.6.1)

2.12. User
The person asking questions through the servieepaltron. Also referred to acastomer.

2.13. Workgroup

The primary group to which aagentbelongs in Fastpath. Tlagentcan only bdogged into
oneworkgroup at a time but can belong to sevekarkgroups. Oneworkgroup can include
multiple queues



Part Il

Installing and Accessing the Software

- Section 3. Downloading the Software

3.1.The most up-to-date downloading instructions foaiBRef are posted on the
KnowlItNow24x7 Provider page at http://provider.kntww.org/node/314.

3.2.Instructions for Windows, Mac, and Linux are a&hle. If you have any questions on this
process, contact support@knowitnow.org.

- Section 4. Logging into SparkRef

®
Spark

zername

Password

SErVEr
|:| Save Password

|:| Auto Login

Accounts Advanced

The image at the left shows an example of the login
window that will be used to login to SparkRef. Ttas

the screen where the agent's Username, Passwadrd, an
Server information will be input or stored. The
password can be saved once the information iseshter
This window will "disappear” after you log in.

4.1. Login

When the Username and Password are entered cyrrectl
(or displayed), simply click thkeogin button at the

bottom right of the window to login to the system.

4.1.2. Auto Login

Another option will be to have the SparkRef softevar
automatically login when the computer is turned on.
Simply check the "Auto Login" option.



- Section 5. The SparkRef Client: Your "Control Paf

Below is an example of what the Client looks likkeealogging into SparkRef by following
instructions inSection 4above. A detailed look at all the functions okthtontrol panel” are
given inPart Il of this manualGetting the Most out of the SparkRef Clienj.

ﬂ SparkRef - don

————————
SparkRef Cortacts Actions Bookmarks Help

FU0W Don - KIN2ax7
Faow

b & Online

&% 0 WISRE WA Y
Logged into the Knowitnow Workgroup  Logout
9F History %5 Conference  [[] Macros

Orline Agerts Current Chats Queue Activity
@ support

& Contacts %5 Conferences fj Fastpath

|& | 9

- Section 6. Logging into Fastpath

6.1.As a final step to receive incoming KnowltNow24otYat messages from users, the agent
must login to Fastpath. You can use the SparkRduifMtions and some other aspects of the
client without logging into Fastpath (as well asaige IM from other services (s€art V of

this manual)), but the ageMtUST BE LOGGED INTO FASTPATH for his or her virtual
reference shift.

6.1.1.Click the Fastpath tab at the bottom of the SpafidRent (see highlighted tab in image
above inSection 9.

6.1.2.Choose the correct Workgroup to join from the qoldivn menu (in middle of SparkRef
client):

Workgroup |ireferen::e vl | Jain |

practice2




6.1.2.1.Note that not all agents will be a part of mukiptorkgroups.

6.1.3.Click Join. You are now logged into Fastpath and the SparkReit will display the
message "Logged into the ----- Workgroup" (with—feplaced by the name of the workgroup
chosen).

Logged into the Reference Workgroup  Logout

vl - r M
2" History Conference 1] Macros

6.1.4.1f the Auto Login is checked (under Save Passvwoorthe SparkRef Client), the agent may
see that he or she automatically joins the workgmneben the "control panel” loads. If it does
not happen to be time for your library's virtudlerence shift, simply click Logout next to the
workgroup name. This will disconnect the agent fieastpath but still keep the agent able to IM
other agents, to be IM'd by other agents, and wikertake advantage of SparkRef's other
functions.
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Getting the Most out of the SparkRef Client

#9 SparkRef - don

SparkRef Contacts Actions Bookmarks Hels T ali) (B

.QH Don - KIN24x7 :
32 . : Section 9
1 2 Online -

g = @ o Sectoml0 & I

Logged into the Knowitnow Workgroup  Logout
) Section 11
5" History 55 Conference I hacros

1 O -
Online Agents CurrnE:n:;"''E"II:H':'I-l 11 wity

O zuppart

. —Section 13
= Contacts TEovunerenses ry Fastpath

& | 8

- Section 7. Using SparkRef Client Functions

As mentioned irBections Gand15. Logging into Fastpath you can take advantage of many of
the functions of SparkRef without logging into Feth (i.e., before or after your virtual
reference shift). You can IM another agent to askelp on a follow-up question, to ask about
shift changes, to share ideas on how to navigptetecular resource more effectively, etc.
However, keep in mind that the software shouldbetised for messages outside the purview of
professional duties. This section will outline thany functions of the SparkRef client itself.

Subsequent parts of this manuR&(ts 1V-VI) outline how to use SparkRef to provide virtual
reference service.



- Section 8. Options Along the Top of SparkRef @Qlie

SparkRef Contacts Actions Bookmarks Help

Cortacts  Actions
Preferences
S0 Edit My Profile...
s Plugins
Log out
Log out with reason

Exit

8.1.1. Preferences

The first option undeBparkRef ( Freferences ) allows the agent to change a number of settings
on the client. Many of these should remain in tafadlt setting, but several are customizable
and may make using the software a better experi@nd¢be agent and customer.

5]
8.1.1.1. Chat: General Chat Setting “®

—— 1
Preferences = o

8.1.1.1.1. General Information:
Change/Confirm Password
This will allow agents to change their

General Chat Settings

[

General Information

own passwords. If an agent forgets a Ghange Password To: | |
password, it can be reset by the s |
KnowlItNow24x7 Web Site Coordinator Chat Window Information
but it cannot be retrieved. The agent 2 (2] Show the Inchist ik
would need a new password if the e e [ Portom sl checking n backaround
current one is forgotten or misplaced. & Tl ysoe Fetoatone F conaraees foeve
Sounds
[ pisatale Chat Histary
8.1.1.1.2. Chat Window Information: = (2] crattabs appesr onto (Recures restey
Show time in chat window Appesrsncs B it
. . 0 [ Ao Tramster of chat to specitic Agent
8.1.1.1.3. Chat Window Information: it e

Perform spell checking in background
If this option is checked, SparkRef will
automatically spell check your chat [~cose |
messages as you type them (Seetion '

Huicer of chals sfored i Fistory: hol __J

20.7). If not checked, you must clic < to spell check your message.



8.1.1.1.4. Chat Window Information: Disable Chat Hstory
Do NOT disable chat history.This is where user transcripts will be accesdiyi¢he agent. See
alsoSection 28. Accessing Transcripts

8.1.1.1.5. Chat Window Information: Chat tabs appenon top (Requires restart)
This requires a restart if changed, so it is recemaied tdNOT change this setting.

8.1.1.1.6. Chat Window Information: Allow users tabuzz you

Check this option to allow other agents to useBékicon (‘r‘) to EUZZ you when IM'ing
through SparkRef. This also appears in the winddwman IM to another agent is initiated.
When clicked, this "shakes" the other agent's IMdew. Note that this only applies to IM'ing
other agents through SparkRef, not customers. ISe@4.2.1.1. Alternative to Sending an
Initial Message to the Contact Through IM

8.1.1.1.7. Chat Window Information: Allow Transfer of Chat to Specific Agent
It is highly recommended t8OT transfer to a specific agent since this kind ahsfer does not
send the customer's metadata. Seetion 25for transferring.

8.1.1.1.. Chat Window Information: Minutes before & inactive room becomes stale
The preferred alternative to allowing an inactisem to become stale is to disable The till
Idle option (SeeSection 8.1.1.2.3below)

8.1.1.1.. Chat Window Information: Number of chatsstored in history
This setting is customizable for each agent's aticdine number entered is the number of

conversations stored in tl = 559 |ink on theSparkRef client. ALL transcripts are accessible
by other meansSection 2§, but this option allows a certain number of tianss to be readily
available directly from th&parkRef client. Fifty is the default; however, a lower noen will

allow for a quicker retrieval from the server. Ugism number between 5 and 15 is recommended.

8.1.1.2. Login Settinge  **
Most of these settings are set by the Administratar shouldNOT be changed. The options for
individual agents are outlined below.

[s222

\\\\\\\\\\\\

SSSSSS

8.1.1.2.1. XMPP Port:DO NOT CHANGE!
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8.1.1.2.2. Response Timeout (sec)
It is recommended tOT change this setting.

8.1.1.2.3. Time till Idle (min)andldle Enabled
The default in SparkRef is for this box to tmechecked. This will keep agents online and ready
to take questions from the queue during their erstiift.

8.1.1.3. File Transfe #
This option does not currently need to be changeithd agent.

8.1.1.4. Sound Preference &)
This gives the agent the option of when a soumdiaiged, alerting him or her to a change in
status of some aspect of the service.

8.1.1.4.1. Adding new sounds

By clicking on th(—:|;| button to the right of eacBoundoption, new sounds can be
downloaded. Agents may modify sound files; howeaasy, unauthorized file changes may have
detrimental effects on the software and shouldvegdad unless absolutely necessary. Please
check with the Administrator before attempting.

8.1.1.4.2Play sound when new message arrives
This option refers to incoming IM messages, NOT ol messages from patrons.

8.1.1.4.3. Play sound when message is sent
This is somewhat redundant (since the agent walitee message appear in the chat box), but it
is an option.

8.1.1.4.4Play sound when user goes offline

This chime-like sound alerts the agent when the lugs gone offline. Also somewhat redundant,
but in an environment in which the agent is workwith several users at a time, this may be
useful. Turn on or off. The sound will also playevithe agent ends the session as well.

8.1.1.4.5Play sound conversation is transferred to Queue/Wdgroup

Software development in 2009 added a new optidghé&oundsmenu:

Play sound when conversation is transfered to CGueue HMMorkgroup

This option (when checked) plays the same sounthémming transfers as the sound for
original customer sessions submitted to the serVibe default is for this to behecked If you
are not getting a sound on transfers, verify thist box was notinchecked.

-

8.1.1.5. Appearanc -+
Can be used to change appearance of agent's chansc

8.1.1.5.1. Emoticons

11



Emoticons are available, but their use is not reardy encouraged in the virtual reference
interview. Some browsers may or may not displaynthend their use can sometimes be seen by
the user as encouraging conversation not direstdg@ated with his or her information needs.

8.1.1.5.1. Chat Room Font Size
This will change the font size in the agent's dtagéen (on the next session). It cannot be
changed when the agent is within a chat sessias.didesNOT change the user's screen.

8.1.1.6. Notifications‘a

8.1.1.6.1. Show a Toast Popup

When enabled, this pops up a small window withuber's (or other agent's) messages as they
are sent (alerting agent to a new message). Thseill when working with more than one chat
at a time. Not only will the tabs on the chat ifdee alert the agent to new messages (See
Section 22. Typing/Connection Indicator}, but a small pop-up window will also serve torale
the agent to messages from the user that the egeoit currently working with.

8.1.2. Edit My Profile &
This is where the agent will enter information displayed when someone "mouses over"

their name in the SparkRef client contacts listéasible by clicking®* “"M==t= tah at the

bottom of the SparkRef client, sBection 13.] When doing so, remember that you are filling it
out as a KnowltNow24x7 agent and NOT as your irtii library (although you should
include this information under Business as thid el helpful in other agents contacting a
specific library).

SparkRef skl s e

Preferences
£, Edit Wty Profile...
e Plugins

Log out

Log out with reason

Exit

8.1.3. Plugins:DO NOT CHANGE!

8.1.4. Log out

Log out allows an agent to shut down their Spadgyéwver, the client will then reappear as it did
on login. If the agent wishes to log in with a dint username (or if a new agent is taking over
a shift), Log out would be the most efficient optigee image to the left 8ection 4above).

8.1.5. Log out with a reason

You can simply log out or choose to log out and/déea reason for your absence for others to
see. Remember, this doE®T close SparkRef; it simply lets others know youaitiss.

12



8.1.5.1. Log out with a reason
Remember that everyone will see your reason wheanaocount name is displayed in the
contacts list. Keep these professional.

8.1.6. Exit

This will close down all SparkRef functions and dtient will not reappear (as opposedta.4.
above). To completely log out and close your Spafldient, the agentlUST use this option.
Clicking theX in the upper right of the SparkRef Client will rarclose the window and place

it in the startup menu (the SparkRef icﬂ will appear in the bottom right of the screen, for
example, if your computer is running Windows).

8.2. Contacts

O Showe Empty Groups
2 Lookup Profile. .

Logy Group offling users

8.2.1. Add Contact
This option allows you to add a contact to youehkds list.

8.2.2. Show Empty Groups
Contact groups which have no one logged into SpafrikkiRl remain visible when clicking on
this option. Clicking on this option will toggledn and off.

8.2.3. Group offline users
Clicking on this option groups agents who are nélinto one "Offline Group". Clicking on this
option will toggle it on and off.

8.3. Actions

Spark  Contacts iookmarks H

testuser?2 @ Start & conference. ..

& Orline - ‘L} Wiewy Dovenloads

- -_— '+& Broadoast Message
LLH ¥
~ Start & Chat

Logged into tl Languages 4

8.3.1. Start a conference...
This option allows agents to invite one or moreeoidgents to a common chat room online. This
is a good way to have an impromptu group chat witier agents via SparkRef.

13



Conference Rooms »

Invite To Conference

Inwite usersto a conference room.

Raam: Idu:un_UgH

|
label message: | Please join me in a conference.

Akl JID ' || agd | | Roster |

Invited Uzers

| Irvite || Cancel |

8.3.1.1.To initiate a conference, first click on t¥* Start a conference..icon. This will pop-
up the window displayed directly above. Then chhiekRoster and choose the agents to be
invited to the conference. Finally, click Invitedathis will initiate the conference "room™ in
which the chat occurs.

8.3.2. Broadcast Messag
This sends a message to other agents. Be awafg\ERYONE you choose to send to will
receive the message you send.

8.3.2.1. Broadcast options

There are two ways to send a broadcast messagetaRég or Alert. The regular IM will
simply send an instant message to each agentAlénewill make a Toast Popup (S8ection
2.14. Toast Popup appear for a short time and then disappear.

8.3.2.2.When sending a Broadcast, the agent must spebiéyher it is a Normal Message

(comes to other agents as a regular IM messagstaysl until read and/or responded to) or Alert
Notification (this message will arrive as a Toasp&p which will “popup” then disappear). The

PREFERRED method of Broadcasting is the Normal Eigssince it allows for a longer

reading time. The agent must also decide whichguooundividual agents to which to send the

message. This is done by using the check-boxeseonght side of the Broadcast Message
window (which appears after the Broadcast icoricked). To send, click OK.

8.3.3. Start a Chat

This can be used to start a chat with another agemtever, it is simpler to click on their name
in one's Contacts list.

14



8.4. Bookmarks

These are the bookmarks loaded into Fastpath gi&€thBrowser. These cannot be changed
from this option. Agents are discouraged from usimg feature but rather to cut-and-paste
URLSs directly into the chat with the user and te tiseir preferred browser's own bookmarks.
(SeeSection 26

8.5. Help

Options under this heading link directly to IgnRealtime's online user guides and forums. This
provides information on the open source Spark tlidgents are encouraged to use this
SparkRef manual as their primary source of inforomat

8.5.1. View Logs
This option may be used when attempting to diagags®blem with SparkRef.

- Section 9. Agent Status Indicator
This appears under the Agent's Login Name (uppeoi&parkRef Client screen):

| Don - KIN24x7

2 Online w

9.1.The text which appears here as the agent's nae@@n - KIN24x7 , in this case) is edited
underEdit My Profile (seeSection 8.1.2

9.2 Available Agent Statuses

By clicking the displayed status, the availableap are displayediree to Chat, Online,
Away, Extended Away, On the Phone, Do Not Disturb . Status should be set@nline
when agent is available for receiving questighway if momentarily away from the deskE
SURE TO RESET MESSAGE WHEN RETURNING!

W| Don - KIN24x7

0
¥ © Onling
OW.

@ Free To Chat

5| @ oniine
2 Mgy
A K
Abig 4 Extended Swvay
a2 € On The Phone

ailk{ @ Do hat Disturb
aftel
Al
Al

Set status message...

Edlit custom status messages..

9.1.1. Set status message...
This is another way of choosing the agent's status.

9.1.1.1.Note that changing the StatusAway during a chat or IM will NOT affect the
session(s) in progress. It will simply precludeeiging new messages.

15



9.1.2. Edit custom status messages...
Keep these professional as these will be seenllagahts and administrators.

9.1.3.Primary difference in agent statuses is whethefdb#&' is greer® or not. If it is green,
the agent is available and incoming customer qoiestivill be received. If it is not green, the
agent iSNOT available and incoming customer questions Wil T be received.

- Section 10. Icons (Below Agent Status Indicator)
Description appear when the agent mouse-overs.

&% 0 JSB WA TV

10.1. Add a contact
(See alscection 13.1. ContacisThis option allows you to add a contact to yoreiids list.

10.2. Join Conference Room
Allows agent to join an active conference room.

10.3. View Downloads
(See als®ection 8.3.1. Action}

10.4. Send a broadcast
This sends a message to everyone listed in yoandsilist. Use this with caution as
EVERYONE will receive the message you send. (See @éstiion 8.3.2.

10.4.1. Broadcast options

There are two ways to send a broadcast messagetaRég or Alert. The regular IM will
simply send an instant message to each agentAl€newill make a Toast Popup (S&ection
2.14. Toast Popup appear for a short time and then disappear.pteferable to send a regular
IM so as to give everyone sufficient time to relael tnessage.

10.4.2.When sending a Broadcast, the agent must spetiégh&r it is a Normal Message
(comes to other agents as a regular IM messagstaysl until read and/or responded to) or Alert
Notification (this message will arrive as a Toagp&p which will “popup” then disappear). The
PREFERRED method of Broadcasting is the Normal Eigssince it allows for a longer

reading time. The agent must also decide whichgtowvhich to send the message. This is
done by using the check-boxes on the right side@Broadcast Message window (which
appears after the Broadcast icon is clicked). Tal selick OK.

10.5. View Tasklist

Although not specific to virtual reference workistiis an option for keeping track of job tasks.
The agent can enter specific tasks and dates anSpghrkRef client will alert you when he or she
logs on with aloast Popup(SeeSection 2.14. Toast Popuyp This can also be useful for
alerting someone coming in the next day to follqweu a reference question left unresolved
from the previous day or other similar tasks.

16



10.6. View Notes

10.7. M Icons ¥ ¥ &

Commercial Instant Messaging (IM) Icons that hagerbloaded onto SparkRef appear at the
end of this line. For example, in the graphic abave see MSN, AIM, XMPP, and Yahoo!
Messenger, respectively. This is where the agentagsin to a commercial IM service and
receive messages from these services through EasRlease refer tBart V (Section 29, etc.)
of this manual for KnowltNow24x7's IM procedures.

- Section 11. History | Conference | Macros
This line of functions lies directly below the "Lged into..." message when the Fastpath tab is
selected on the SparkRef cliemtd when agent is logged into Fastpath.

11.1. History = Hstery

This is where transcripts ("Previous Chats") wéldccessed. See alSection 28. Accessing
Transcripts. KnowltNow24x7 transcripts are now available oalio agents through the
KIN24x7 Provider site (with a username and passjyvord

11.2. Conference ~+ Sonference
This allows chat amon@/orkgroup members.

11.3. Macros ) tacras
This allows the agent to edit Canned Responsesutitheing connected to a user.

11.3.1. Editing Canned Responses in Macros

Click onMacros. This will bring up a screen displaying "Persolacros.” There is an "Initial
Response" that is sent automatically to all usaygihg into the service. Below that are the
individual "Canned Responses.” You will see a "Rese Name" and "Response Text." The
"Response Name" will be what is displayed withia that session selection. The "Response
Text" will be what is actually sent to the useegSection 19. Using and Editing Canned
Responsedor more information)

- Section 12. Online Agents | Current Chats | Queddivity

online Agerts Current Chats (11 Queue Activity

12.1. Online Agents
(Below History/Conference/Macros) This shows ahitable agents logged onto Fastpath.

12.2. Current Chats

This displays online agents and their chats cugrdrgting conducted. The agent viewing this
will NOT see her or his own current chats, only thoselwdrstin the Workgroup. The number
of chats currently taking place will be displayadoarentheses (i.e., (1)) after "Current Chats"
(as in the example above).

12.3. Queue Activity

17



Shows Name, # in Queue, Average Wait Time, Lastu@uectivity.

- Section 13. Contacts | Conferences | Fastpath
= Contacts = Conferences lf} Fastpath

13.1. Contacts

Highlighting this tab will display all your availcontacts. These can be contacted via
SparkRef's instant messaging function without béagged into Fastpath. (S&ection 24.10n
how to send instant messages to Contacts.)

13.2. Conferences
Highlighting this tab will display all current cagrences.

13.3. Fastpath

From this tab, agents will access all Fastpathtfans including logging in to their virtual
reference shifts.

- Section 14. Search Bar

Mo |

The search bar at the bottom of SparkRef clientomansed to search for Contacts using
keywords
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Part IV
Working with Customers: Part One
Using Fastpath for Virtual Reference

- Section 15. Logging into Fastpath

15.1.The agent must log into Fastpath to begin hiseonirtual reference shift. Fastpath is
utilized for agents' access to users' questionsngpm through the web chat portal. Subsequent
Parts of this manual will address other ways feruker to access the virtual reference librarian.

15.1.1.As outlined inSection 6.1.1first click the Fastpath tab at the bottom of §parkRef
client:
= Contacts L Conferences /) Fastpath

15.1.2.If you are assigned to more than one workgroue 15€l.3.2and.3 below), choose the
correct Workgroup to join from the pull-down memu hiddle of SparkRef client):

Workgroup Iireferen::e *EI | Jain |
practice?

15.1.3.Click Join. You are now logged into Fastpath and the SparkReit will display the
message "Logged into the ----- Workgroup" (with—feplaced by the name of the workgroup
chosen).

15.1.3.1.When logged into Fastpath, the "Join" button alilange to Logout. Click this button
to logout of your KnowltNow24x7 shift and still stéogged into SparkRef.

Logged into the Reference Workgroup  Logout

¥ . ] i |
2" History %% Conference ||| Macros

15.1.3.2If the Auto Login is checked (und8ave Passworan the SparkRef Client (see image
at Section 9, the agent may see that he or she automatically the workgroup when the
"control panel” loads. If it does not happen tdibee for your library's virtual reference shift,
simply click Logout next to the workgroup name. §iill disconnect the agent from Fastpath
but still keep the agent able to IM other agemtde IM'd by other agents, and otherwise take
advantage of SparkRef's other functions.

15.1.4.For agents assigned to only one workgroup, thdlyawtomatically be logged into their
workgroup when they log into SparkRef.
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15.1.4.1For agents assigned to more than one workgroep,rttust choose which one they
wish to log into at the beginning of their shift.

15.1.4.2 Workgroups can be logged into and out of durirsfiét if necessary.

- Section 16. Accepting Questions on Fastpath

16.1. Customer Waiting Alert

When a question is in the queue, a pop-up windavsanind will alert the agent that there is an
"Incoming Chat Request From [User's Screen Nandljis window has options for "Accept"
and "Reject.” The incoming user's Name, Email Adsglrand Question are listed on the pop-up
window.

ff] Incoming Chat Request From Samd4444

Hame: Samdd444
Email Address: 0 0 el
Question: Who said | came. | saw. |

conguered?

11 Seconds |

@ Accept ﬁ Reject

“iewy more information...

16.1.1.The user will also see his or her own status imgiieue. Both their position in the queue
as well as their estimated "wait time" will be dable to the user after they connect to the
service and are waiting for an agent to acceptjtiestion.

16.2. Accepting Customers
Click @ 2ccert, The user is then automatically connected to you.

16.3. Rejecting Customers

This doesNOT eject the user from the queue or cancel theiresClicking#® Eeiszt releases
the user fronthe individual agent'§astpath interface and puts them back into theeim the
next available agent to pick up. This will alsoa@uatically happen after a pre-determined

number of seconds without hitting t# Eeiect option.

16.4. View more information...
To view the customer's complete question and megadick onView more information... in

the left bottom corner of thecoming Chat Requestbox.
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- Section 17. Fastpath Chat Window

17.1.After accepting the user, a new window will opsimn{lar to the image above).

The chat window directly above is the window throwghich your interaction with the user will
happen. The following sections will explain theigas functions and uses of the different areas
of this window and allow you to take full advantagféhe Fastpath software.

17.2. "Accepting" IM messages

It should be noted that instant messages (IM) aedisplayed in the chat window. These
appear without the agent "accepting” them so beeawkextra tabs that appear in this window.
You will be able to tell the difference from thdfdrent option icons along the right top of the
IM's tab window. This applies to both SparkRef Ifivtsm other agents as well as commercial
IMs from patrons (Se8ection 29.

- Section 18. Chat Session Tabs

| U=zer History | Motes |
Izer Infa | Paticiparts |
|

[T EREEE Tactinm il |

Within the chat session box, there are four taliberupper right area that can be useful for
managing the questions and users being served.

18.1. User Info Tab

This tab contains the basic user information: Naameail Address, Question, Zip Code, Local
Library, etc.
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18.1.1.Note that the user's question also appears dsshmessage in the actual chat.

18.2. User History Tab

This tab allows agents to see previous chats Wetsame username. By clicking on the tab, a
list of previous sessions is retrieved. Doublekttig on any one session listed will retrieve the
full transcript.

18.3. Participants Tab
This tab shows the participants in the currentieass

18.4. Notes Tab

- Section 19. Using and Editing Canned Responses

Canned Responses are a quick way of sending ppgestmessages to the user to facilitate the
reference transaction. In Fastpath, there are alewewys of editing these. One message can be
set as the automatic "Welcome™" message.

19.1. Accessing Canned Responses

The Canned Responses are accessed using the niewutbere the chat transcript is displayed
within the Chat Window. Click on and three options will appear: "Global
Canned Responses,” "Personal” and "Edit CannedoRssg."

19.2. Global Canned Responses

These canned responses are those which will besetdy Administrators and will be available
to all agents. Clicking "Global Canned Responseslen "Canned Responses” will display a list
of Response Names. These are the short titlesnasistig each canned response. Choose the
appropriate "name" and the full text of the resgongl be displayed in the chat window, and
can then be sent to the user by simply hitting Eotethe agent's keyboard.

19.2.1.Agents will notice two sets of Global Canned Resas, one from KnowltNow24x7 and
one from Oregon. It is recommended (unless yowarafterDark provider) to stay with the
specific global messages for the service for wiyimh monitor (see image at top of next page).
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19.3. Personal Canned Responses

These canned responses are those which each walidgent adds to his or her Fastpath client.
These should be kept professional. Clicking "PeaBaimder "Canned Responses” will display a
list of Response Names. These are the short éifiegned to each canned response. Choose the
appropriate "name" and the full text of the resgong| be displayed in the chat window, and

can then be sent to the user.

19.3.1.Personal canned messages can be used for a \@rmiyposes; however, one of the

more useful can be to respond quickly to a largalyer of similar questions. In the example
image above, the agent has added Personal Canrssdges for topics like "science fair
guestion,” "how far to moon," and "biology resowtel he actual message for each of these can
include a small amount of text and web links. AHiescience fair season or school topic has run
its course, these kinds of canned messages cahé¢hesleted and new messages added to client.

19.4. Editing Canned Responses
There are two ways of editing canned responseg tsSparkRef software.

19.4.1. Editing Canned Responses inside a Fastpa&kssion

You can edit canned responses inside a chat se€diok "Canned Responses," then "Edit
Canned Responses." This will bring up a screenvailgp you toAdd new canned responses as
well asDeletecanned responses. You will see current cannedmssg listed by Name with the
accompanying full text. If you want to delete, slynpighlight the response and cli€kelete
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19.4.2. Editing Canned Responses in SparkRef Client
As outlined in11.3.1. Editing Canned Responses in Macrpthe canned responses can also be
edited without being connected to a user diretttgugh the SparkRef client by clickiddacros

- Section 20. Chatting with User
To send a message to the user, the agent types s text into the space directly below where
the conversation appears. Simply type in your nggssad hit the "Enter” key on your keyboard.

20.1.Spell Check
Fastpath provides a spell check feature (similavhiat is found in many word processing

software programs). It can be accessed by clickinthe SpelCheck icon . A message can
easily be spell checked before sending it to theopa

20.1.1.Automatic Spell Checking

If the agent has enabled t8pell Check in backgroundoption undePreferencein the
SparkRef client, (seeSection 8.1.1.1.3,)a wavy red underline will appear under words that
Fastpath sees as incorrect:

This alerts the agent to a possible misspellingi(@gimilar to what appears in many word
processing documents).

- Section 21. Emoticons
Emoticons are available on Fastpath, accesseddiyng the smiley face to the left of the Spell

Check icon . Use of emoticons is not encouraged, but ageetseaxtainly permitted to use
them within the chat environment. Remember thatesbrowsers may also not display the
images correctly for the user, leading to unnecgssanfusion and the need for the agent to
explain what is appearing on the user's screen.

- Section 22. Typing/Connection Indicators

One very useful feature of Fastpath is the two-udjcators of the agent's and user's continued
presence within the chat session. This alleviatesnof the need for either party to wonder "Are
you still online?"

22.1. "User Typing" Indicators

When a user (e.gcpoldude?2) is first typing in his chat window, the icon dmetagent's screen
will change from the Fastpath icon to a cartoodoal with a pencil over it. For example, see
cooldude24'stab in the image below:
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The agent will also see€Customer is typing..." appear in the bottom left corner of the window.

Next, when another user (e.gngeld sends a message to the agent while that agent is
interacting withcooldude24 angelds tab text will turn redf angelasends multiple messages
before the agent responds, the tab will show howynmaessages have been senabgelasince
she was last answered:

(in this case, two messages have been sent). dgmet switches back to ansveelgelds
guestions, the text color will change back to blékgela)andcooldude24s tab will change if
he sends a message (impldude24. In this way, the agent is kept apprised of tia¢us of all
the users with which he or she is currently working

22.1.1. "User Typing" Indicators When Window is Minimized
If the chat window is minimized, the tab at thetbot of the agent's screen will flash orange to
indicate activity.

22.2. "Agent Typing" Indicator

When the agent is in the process of typing a mesgathe user, the user's screen will display
"Agent typing..." at the bottom of his or her screen:
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In this way, botlcooldude24andangela(to use the examples above) are kept apprisdueof t
agent's status.

22.3."User Typing" and "Agent Typing" indicators areypdisplayed, as might be expected,
when the user or agent is actually typing. If tgerd is searching a web page or other activity,
the user will not see any indicator that the agedbing anything. It is always very important to
keep the user updated on the agent's status (ilireemarching...”, "Thank you for waiting. I'm
still looking for information...", etc.).

22.4. Use of Toast Popups as a Typing/Connectiondicator

If the Show a Toast Popups enabled in the agent's SparkRef preferencesg3el.6.1. Show

a Toast Popup, the messages that an inactive patron sendstfieeone not currently being
viewed and/or worked with by the agent) will dispkess Toast Popups. This will allow the agent
to monitor the inactive patrons messages withoysighlly opening that patron's tab in the Chat
window.

- Section 23. Sharing Files
Sharing files with users is simple and similar tiaehing a file to an email. To begin, click the

"Send files to this user” icon . This will bring up a window where you can broviie files
on your computer. Double-click on the desired filhis will send a link to the usefrhe Agent
has Shared a File. Click here to download. &t the user know that they have to click thik lio
view the file. When the user clicks the link, itMmitiate the download. The user can then
decide to view the file or to save it at that point

23.1. Allowable Files to be Shared
A wide range of file types can be shared througstgath including MS Word (.doc, .docx), MS
Excel (.xls, .xIsx), RTF, PDF, JPG, PNG, etc.

- Section 24. Conferencing with Other Agents
This option is available if the agent wishes tostdhwith another librarian on a question within

the conversation itself. Click on thevite Someone to Join Conversation icon. The

invitation will go out to all agents chosen in age or to a specific agent chosen from the
available list. This option keeps ALL participatser and agents) connectetEMEMBER:

The customer will seLL messagesrelayed back and forth between agents if thisoops
chosen. Keep messages succinct, on-topic, andgsrofal! Everyone’s messages will be visible
to everyone else participating in the call (anthie subsequent transcript).

24.1. Inviting Someone to Join Conversatiomorkssimilar to a transfer which may confuse
some agents. The MAJOR difference is that a chafié®esolution Codes iISOT displayed

when choosing , i.e., the queues are available directly upockoidig the icon. If a Transfer is

™
needed an & is clicked, the Resolution Codes will be displayBansferred is chosen,
THEN the available queues are displayed. When éxé agent picks up a Transfer, the first
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agent is automatically disconnected and his ochat screen “grays out”. In an “Invited
Session” everyone stays connected until the lasttagnds the Conversation and assigns a
Resolution Code.

24.1.1.1f you want to simply TRANSFER a conversation, Segtion 25. Transferring a
Conversation If you wish to confer outside of a user's conaga, seeSection 24.2directly
below.

24.2. Conferring outside Conversation

If an agent would like some help with a particudaestions, an alternative is to send a SparkRef
IM message to an available agent. A listing of ¢ (i.e., online) agents can be seen in your
SparkRef "control panelContactstab Section 13.1)This will be a separate interaction from
the user conversation and will leave that convansantact while you chat with the other
librarian. Beefficientandprofessionain these interactions with other agents as tametwyour
user as quickly as possible.

24.2.1. Initiating A SparkRef IM Session With A Conact

Simply bring up the list of contacts and doublelklon the desired name. If the agent mouses-
over the names, the identifiers for each will bepthyed. This will help the agent in determining
who to contact.

24.2.1.1. Alternative to Sending an Initial Messagt® the Contact Through IM

An alternative to typing in a message after doutileking is to simply click on the Bell icon
in the chat window. This will display the message in your contact's chat window. She or he
can then ask what assistance is needed.

24.2.2.Possible uses of this procedure include: checokiitly another library about a particular
title's presence on the shelf, a policy or procedi®T found on the library's web site, or
particulars about a specific program or speaker,Bt copying and pasting the agent's reply into
your conversation with the user, these kinds ostjaes can be handled. Alternatively, the other
agent may encourage you to provide contact infaondor a specific librarian at the remote
location to give to the user.

24.2.3.1f this procedure is used, be sure to keep yoer updated on what you are doing. This
will keep them online and alleviate any anxietyoneshe might have in getting their question
resolved.

24.2.4.Another option for requesting help on a questiomf colleagues is to use the Broadcast
(seeSection 8.3.2.

- - - n
- Section 25. Transferring a Conversatic =»
Sometimes it becomes necessary to transfer aausedifferent agent. This is initiated in

5
Fastpath by first clicking the "Transfer this corsation to another agent” ict % . When the
icon is first clicked, a Session Survey is oper&wbose "Transferred" as a Resolution Code
when transferring. You can then choose the coreetie to which to transfer the call, and you
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can also add a message to the agent. This message cised to alert the new agent as to the
nature of the question being asked or other pertiméormation. The text input is displayed
when the conversation is transferred as the firagtthe new agent will see before even
accepting the call.

- Section 26. Co-Browsing

Agents shoul®lOT use the SparkRef Co-Browser. Agents are encourtagesk their own web
browser (IE, Firefox, etc.), utilize their own bao#rks, and copy-and-paste URLSs directly into
the chat window to share with users.

26.1. Copying and Pasting URL's

Using the agent's regular browser window, URL'slmaropied and pasted directly into the chat
conversation. These will show up as live links athothe agent's and user's conversations. The
user can then choose to click on the link to opelfi$he does, then the resource can be
bookmarked, browsed, etc., by the patron herself.

- Section 27. Ending Conversations
There are two ways that a conversation can endstpgth: either the user initiates it or the
agent does.

27.1. User Ends a Conversation

The user always reserves the right to end a coatrenswhen she feels that her question has
been adequately answered by the agent. When thpeha, the agent will get a message in their
conversation thafUsername] has left the room." This will alert the agent that no messages
sent will be received by the user in real time; boer, se&ection 27.2for how to add more
information to an "user-ended" conversation.

27.1.1. Notification to Agent of Customer's Endingf a Conversation

If the customer clicks the button on his or her screen, the agent will rezain instant
notification that the customer has "left the rooththe customer instead simply closes their
browser window or tab in which the conversatiotaldng place, there will be a slight delay. The
software checks for the presence of the patrorogeally and, if there is no customer, the chat
message "[blank] has left the room" will displayig usually takesne minute so an agent

must giveat least one full minutebefore logging out if there has been no activipnt the
customer. Use of this feature along with the tyfingnection indicators (s&ection 23 should
give both the agent and the customer a good indicaf each other's activity and continued
presence within the conversation.

27.2. Continuing After a Customer Disconnects

Fastpath allows the agent to add to a conversatien after the user has disconnected. This
allows any extra resources or other helpful comsembe added to the transcript to answer the
user's question. This must be done BEFQREagent ends the conversation (as outlinedttirec
below inSection 27.3.
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27.2.1. Tips on Continuing After a Customer Disconects

The fact that an agent can add to or continue avitbnversation dod¢OT mean that he or she
must add to a conversation after the customer disaxis. This feature should be seen as a
helpful tool if the patron gets disconnected oaaslternative to an offline follow-up if
something is found immediately after the custoreavés the room. (This latter one would
assume that the patron has entered their email Walggmg in. Otherwise, an offline follow-up
would be necessary. Remember to use your KnowltMaw2mail account instead of your local
or personal account.)

27.3. Agent Ends a Conversation

First, click the "End Conversation™ ic¢ «®. This will bring up a choice of Resolution Codes
(seeSection III.G. of KnowltNow24x7 Provider Handbookor uses of Resolution Codes).
After choosing the most appropriate one, the sessith end, and the window will close.

27.3.1. Closing Tabs in Fastpath
If the agent clicks on the in the right section of the tab...

or on thex in the upper right corner of the chat window...

...this will also close a conversation with theru$#ith the 2009 development, thess work in

the same manner as the "End Conversation" #1When clicking thec's, agents will be
prompted as to whether or not they want to leaeestssion. It is recommended to clidé and

to use the "End Conversation" ic .

27.3.2. Importance of Using Resolution Codes

The sessions with Resolution Codes assigned amafibml sessions used to compile usage
statistics for KnowltNow24x7. It is very importatat assign Resolution Codes so that each and
every session that an agent handles is part afflogal statistics. (Se&ection 3.G.of the
KnowltNow24x7 Provider Handbookor more on Resolution Codes)

27.4.Note that with the 2009 development, users canianected after the agent ends the
conversation. The user cannot send any furtheragess however, they will have access to their
conversation (along with URLs sent) as long as fkeelis necessary.

- Section 28. Accessing Transcripts

Transcripts of conversations are directly accessiimough the tab in the middle of
the SparkRef Client (seégection 11.). The default number of transcriptdifty (seeSection

8.1.1.1.8.0n changing this default to a smaller recommeneeel). Simply click on
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and then double-click on the desired transcrigtisplay it in full. These can be printed or saved
directly from this window.

28.1. Requesting Older Transcripts
Transcripts falling outside the agents Historydelault are always accessible by contacting
administrators.

28.2.Transcript Formatting

The conversation is displayed in full (includingdiweb links within the context of the
conversation) on the transcript. With the 2009 tgwment, the patron's question will also
display at the beginning of the transcript itseladdition to the metadata fields.

28.3. Online Access of Transcripts

KnowlItNow24x7 transcripts from Sept. 2, 2008, tegant are available online at the
KnowlItNow24x7 Provider site atttp://provider.knowitnow.org/node/339. A Provider site
account is needed, but KnowltNow24x7 agents camgigfor one simply by clickinGreate
New AccoununderUser Login
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Part V
Working with Customers: Part Two
Monitoring Commerical Instant Messaging (IM) Serves
via SparkRef for Virtual Reference

- Section 29. Using Instant Messaging (IM) for Vual Reference

29.0. What Does IM Offer?

Beginning in 2009, select KnowltNow24x7 librariesgan to provide reference service through
commercial IM services via the SparkRef client. 8arhthe benefits of providing reference
service by IM in general and via KIN24x7 SparkReédfically are the ability for:

providing live online reference service to the abyrimpaired community.
serving local library patrons through an alternaitontact method.
contacting other KIN24x7 agents seamlessly thrdbighrkRef's own IM feature.

It should be emphasized that the commercial IMwgays are separate from the built-in
SparkRef IM component. Agents can still IM colleagun theirContactslist independent of
any commercial IM service.

29.1. Commercial IM Plugins Supported
KnowlItNow24x7 libraries will be supporting the tlerenain players in the IM service field. Their
icons can be seen directly below the status indiiq®ee Section 10

The three icons, from left to right, represtt8N (Microsoft Network Messenger\IM

(America Online (AOL) Instant MessengeYghoo (Yahoo! Instant Messenger). Each of the
designations will appear if each icon is mousedrovethe example above, the icons are to the
right of the line, with AIM in yellow.

29.1.1.Additional IM gateways may be added in the futimg, these three are the current ones
available.

29.2. Signing-up for IM Accounts

Libraries monitoring IM traffic through a commercservice need to have an account with that
specific service. Libraries can have multiple actswvith any one service (although each
SparkRef client can only be logged into one ateejias well as sign-up for one, two, or all three
of the available IM gateways. Libraries have twaéiams for obtaining IM account(s).

29.2.1 Libraries may sign-up on their own for an accowith MSN, AIM, and Yahoo, or any
combination of those.
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29.2.2 Libraries may request administrators to sign thgnand notify them of their account
information. Libraries should provide preferred nsenes, passwords, and emails in this case.

29.2.3.In either case29.2.1.0r 29.2.2), libraries monitoring commercial IM through SpBed
should notifysupport@KnowltNow.org with their screen names.

29.2.4.Even if libraries are only monitoring IM and nadtpath, these libraries will also need
logins for the SparkRef client itself. These acdsware created by administators. Libraries are
encouraged to provide preferred SparkRef usernamegpasswords.

29.2.5.KnowltNow24x7 libraries monitoring commercial IMivices via SparkRef can be seen
at http://www.knowitnow.org/im.php

29.3. Fastpath and Commercial IM Gateways
As can be seen from the image below, the commdidiatons are above the area visible when
the Fastpath tab is logged on:

Here the "Join" button is visible, showing thattipash is not currently active. This demonstrates
that commercial IM traffic can be monitored outsade library's designated KnowltNow24x7
Fastpath/Webchat shift. When the "Join" buttorlicked to initiate a Fastpath session, the
screen changes to the following:
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Also notice that the IM icons are "greyed out"ndicate that they have not been logged into.

29.3.1.1f you are only a KIN24x7 IM library, you will natee the Fastpath tab at the bottom of
your SparkRef client. Seigections 2.8and6 above for information on Fastpath.

29.4. Logging into IM Account on SparkRef

29.4.1.Click on the IM icon for the service you wish tglinto. The first time you login, the
screen will look like this.

29.4.2.Click onEnter login information . This screen will display:
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Enter yourtUsernameandPasswordfor (in the case displayed above) AIM and cliclavs."

29.4.3.0n subsequent logins (now that your User inforamakias been saved), the screen will
look like the image below when you click the appiaie icon.

In other words, the box mark&ign in at loginwill automatically be checked since your
information is saved.

29.4.4.0nce you are logged into the account(s) of yoorad) the icon on the SparkRef client
will take on its characteristic color (i.e., it Wilo longer be "greyed-out"). Note tlellow AIM

logo below:

29.4.5.1f another agent wants to login to the same SpaifrkRent previously logged into by
another IM librarian with a different IM accounhet second person can delete the previous

agent's login by clickingpelete login information:
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The screen will then default to the one seeBantion 29.4.1and.2.

29.5. Accepting Incoming IMs

As opposed to the option Axceptor Rejectincoming Fastpath web chat invitations from
patrons $ection 16.}, agents will simply receive IMs from patrons (8anto IMs through
SparkRef from colleagues).

29.5.1.1f the agent has Toast Popups enabled, he or gheew both the pop-up window in the
lower right of the display screen as well as ahiliag tab on their taskbar:

Flashing Tab on Taskbar (above) Toast Pop-up (abdaskbar)
29.5.2.To open an incoming session, simply click on tasHing tab.

29.5.3.NOTE: To protect the privacy of the "test subject” foe images in this section, their
screen name has been xxx'd out in the image abuléhase in subsequent sections.

29.5.4.1f the agent is already chatting with a patroepoming IMs will open a separate tab in the
same chat window.

29.6. IM Chat Window
After opening the chat, the agent will see sometlhile this:
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29.6.1.Note that some elements are similar toRhstpath Chat Window (SeeSection 173. In

fact, both Fastpath and IM chats will appear indame window under separate tabs. You will
be able to tell the difference between an IM chhtand a Fastpath chat tab since the distinctive
Fastpath "flame and arrow" icon will display on tab for the Fastpath chats (Sesnifer 's

tab below:

29.6.2. Grey vs. Green Dot

Note that the dot next to the IM patron name iy gfdis does not mean that the user is
unavailable. AOL, for example, has a feature to enakeself "invisible." If the user has set this
option on their settings on their computer, thel}y appear as a grey dot. If the user has simply
set himself or herself as "Available" on the congputteing used, they will appear to the agent as
a green dot. Neither the grey nor green dots wiélrfere with the supplying of reference service
to the patron.

29.6.3. Implications of Resizing Agent's Chat Winow

Notice that the window image aboveSection 29.6shows five (5) icons to the right of the
AOL "walking man™ icon...

...with one icon partially showing in the secondirdf the window itself is resized, the icons will
display in one row. In other words, the icons "wWraipnilar to text in a document when the line
is not long enough for them to be displayed on one.

29.6.4.Chatting with Patron
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As a chat progresses within IM, it will look venyrslar to other chat reference sessions...

29.6.5. SparkRef IM versus AIM/Yahoo!/MSN
Agents will notice that similar windows/tabs displahen either a SparkRef IM from a
KIN24x7 colleague is received or one from a pattoough a commercial IM service. The only

difference is that SparkRef IM's lack one ic 0
a window with a SparkRef IM in progress:

" Add this user to your Buddy List." Here is
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Notice the lack of the "Buddy List" icoDtherwise, the windows act the same way. This lvill
useful from a "learning curve" aspect: If agentsfamiliar with using the SparkRef IM, they
will be able to serve patrons via the commercialgifeways.

29.6.6. No Canned Responses in IM

Agents will also notice there are no Canned Resmoimseither the SparkRef IM or the
commercial IM windows. Agents may use their owneshdocument of canned messages or
make use of th&KIN24x7 Pre-Scripted Messages for Email Repligs
provider.knowitnow.org/?q=/node/302.

29.7. Icons in IM Chat Window
From left to right, there are seven icons potelytidisplayed in the SparkRef IM Chat Window.

29.7.1. Add a Resolution Code for this user

Clicking on this icon brings up the Resolution Caedeeen for the current IM chat. Agents
shouldNOT use Resolution Codes in IM and do not need tdhisacon.

29.7.2. View information about this user

m
.| |
- --

Clicking on this icon will display information abbthe patron if they have a profile. It
does NOT display metadata like the Fastp#dlr Info tab (Se&Section 18.)

29.7.3. Add this user to your Buddy List

0 Clicking this icon will add the current user beetagents IMBuddy List(not necessarily
recommended for patron conversations but an option)

29.7.4. Invite to conference (SPARKREF IM ONLY)
This option will not work with the commercial IM gaways.

29.7.5. Send files to this user (SPARKREF IM ONLY)

This option will not work with the commercial IM gaways.If agents need to send a file
to a patron who has contacted them via MSN, AlMYahoo!, they should ask for an email
address and use tResolution Codeof Follow-up for the IM chat.

29.7.5.1In SparkRef IM chat, this function works the samsdt does in the Fastpath chat
(Section 23.

29.7.6. Capture and send anything you see on yowrrsen (SPARKREF IM ONLY)

= This option will not work with the commercial IM gteways After clicking this icon, the
agent can select and capture any image currentiigggncomputer.
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29.7.7. View conversation history

:._‘] 3

“  This function is somewhat superfluous in that pres IMs with the same user are
displayed automatically within the chat window. Seetion 29.9for more information on this.

29.7.8. Icons Along the Bottom of the Chat Window

29.7.8.1. Emoticons
Emoticons work the same in IM chat as in Fastpadtat@Section 2).

29.7.8.2. Spell Check
Emoticons work the same in IM chat as in Fastpatat@ection 20.}.

29.7.8.3. Bell (SPARKREF IM ONLY)

This option will not work with the commercial IM gaways Clicking the Bell will send an
alert to the other agent in SparkRef IM to rind'mttle” his or her chat window. This can be
used to get the other agent's attention.

29.7.8.4. NO Canned Messages in IM

Agents will also notice there are no Canned Resgwimseither the SparkRef IM or the
commercial IM windows. Agents may use their owneshgiocument of canned messages or
make use of thKIN24x7 Pre-Scripted Messages for Email Repligs
provider.knowitnow.org/?g=/node/302.

29.8. Chatting with User

Chatting with users within the IM window tab is yesimilar to chatting with them in the
Fastpath tab or any other chat environment. Messaigetyped in the lower portion of the
window and sent via theénter key on the agent's keyboard. URL's should be cdogiel pasted
into the chat the same as for Fastpath patr@2®.9)( A web link pasted into that portion of the
chat window will display as a live link for the pan:

29.8.1.As mentioned abovégection 29.6.8 agents have access to spell check and emaotiicons
IM chat.

29.8.2.Similar to Fastpath chat, the agent has the typregence indicators in the IM chat
environment. Se8ection 22

29.9. Ending a Conversation
When a conversation is completed, the agent caplgidose the IM chat window.

29.10. Adding Contacts
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Just as agents can add Contacts to their Sparkdtef s list, one can also add contacts to your
specific IM account's "Buddy List" when logged intmse services on SparkRef. If you click on

©

, the following window will appear:

The agent can then add the appropriate informatmhchoose which network the contact should
be added to. These contacts will show up when ¢ngon logs into their IM icons. Otherwise,
they will be unavailable.
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Appendix
Contact Information

KnowltNow24x7

SeeSection VII. Technical Supportof the KnowltNow24x7 Provider Handbook for
guidelines on how and when to contact KIN24x7 Teatal Support.

KnowltNow24x7 Technical Support (Web Services Coonthator)

By phone:  Monday - Friday 7:30am - 3:30 pm  216-623-2987
Otherwise 216-973-2972 (cell)

NOTE: Leave a voice mail message for the Web Sereis Coordinator if you are not
connected live. If you do not receive a call-backithin the hour, call the Statewide
Coordiantor (below).

By email: support@knowitnow.org

KnowltNow24x7 Statewide Coordinator (training, scheluling, marketing, etc.)

By phone:  Monday - Friday 8:30 am - 4:30 pm  216-623-2960
Otherwise 216-903-9023 (cell)

By email: support@knowitnow.org
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