LNOCA Library Systems - Communication and Escalation Procedures

The following critical issues will receive priority attention and resolution:

· System(s) down:

· Unable to connect to the Internet

· Unable to access library automation software (Sirsi Workflows, Web2 OPAC)

· Unable to access online INFOhio databases

· User login/password failure

LNOCA considers it an internal district matter to decide whether building library/media staff should first contact their LLIS with regard to a support or service issue or if they should contact LNOCA support directly. In either case, please direct your communication to LNOCA in the following order:
1. LNOCA’s designated Support Personnel (LNOCA_SUPPORT@LNOCA.ORG) via e-mail or telephone (216.520.6900 x252);

2. LNOCA’s designated Assistant Director responsible for the Service Area via e-mail or telephone;

3. LNOCA’s Executive Director via e-mail or telephone;

4. LNOCA’s Chairman of the Board of Directors via e-mail or telephone.

The following non-critical issues will be addressed and resolved as specified below. 

(Note: response time is dependent upon adherence to communication procedures.)

· Accounts:

· LNOCA will create a new account upon receipt of a properly completed and signed LNOCA Data System Security User Authorization Form within 2 business days.

· LNOCA will modify and/or close an account upon receipt of a properly completed and signed modify/close account form within 2 business days.

· LNOCA will remove individuals from LNOCA e-mail distribution lists within 2 business days.

· Patron file updates:

· Member school districts – files will be loaded automatically within 2 business days.

· Independent schools/districts – if a file(s) adheres to LNOCA’s required file format, file name, and transfer method, then the file(s) will be loaded within 2 business days. If the file is either emailed to LNOCA or does not adhere to LNOCA’s required file format and file name, the file(s) will be loaded within 5 business days.

· LNOCA will provide third (3rd) party school picture/ID vendors with a file(s) upon written (or email) request from the school/district within 5-10 business days.

· General library automation support questions pertaining to the use of software (cataloging, circulation, inventory, reports, etc.) will be answered within 3 business days, if INFOhio Technical Support intervention is not required.

· Questions and/or problems pertaining to barcode and/or inventory scanners will be addressed within 3-5 business days, if intervention from the vendor is not required.

· Modifications to library automation policies will be made within 5 business days.

· Modifications to existing data will be made within 5 business days.

· Files in proper USMARC or MICROLIF format will be loaded within 5 business days provided they are in accordance with INFOhio cataloging specifications.
· Requests for/from 3rd parties for data (with school/district written approval) will be handled within 10 business days.

· Custom applications and data procedures (i.e.: library attendance, batch modification and/or removal of records) will be addressed within 30-60 business days provided requests are in accordance with the specifications provided to LNOCA by the customer.
· Depending on the condition of data provided to LNOCA, the creation and implementation of a new database will be completed within 6 months.
E-mail Etiquette Suggestions

1. Always use the subject line – try to express your topic concisely in the subject line.

2. Don’t lose the message thread – use reply all and retain the original message when replying to a question. 

3. Respond in a timely manner – even if it is to say you’ll get back with them. 
4. Do not use ALL CAPS – it is considered shouting. 
5. Do not forward chain letters or hoaxes.
