Sample eMedia Troubleshooting Plan
1.  Define the levels of service and assign staff to levels.  Create core competencies associated with each level.

Level 0 – All staff
· Know to transfer questions to Level 1 staff

Level 1 – Reference staff, Youth Services Staff, Lab Staff
Core Competencies:

· Know what devices are available and compatible with eMedia.

· Know the difference between tablets and e-readers.  Know what an “app” is and how to download one on the tablet vs. the computer.

· Know basic FAQs: why there are waiting lists, how to explain publisher licensing.

· Know how to check out an item, return an item early, download software associated with eMedia, and how to transfer a file. 

· Know the difference between file types and formats.
· Know when to transfer questions to Level 2 staff and who is designated Level 2.

Level 2 – Selected Staff    

· Know how to uninstall software and reset devices.
· Have a basic understanding of device error messages and know how to find out what an error message means.
· Know how to purchase books online on each device and how the process compares to the checkout process for OverDrive.

· Be familiar with eMedia collection development.
· Know how to recommend a device to a patron based on their individual needs.  Know the difference between Wi-Fi and 3G.

2.  Create a list of further resources for staff to use in the event you must go outside for help.

Example:
1. Level 1 Staff

2. Level 2 Staff

3. CLEVNET Support

4. OverDrive Support

5. Device Support

3. Post the list where all staff have access to it (online - staff wiki, staff intranet, shared drive; bulletin boards for print items).  Include contact information for staff at each level and all support numbers.

4. Post links to support numbers and websites on website for patrons who are using the services after hours.  

