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The various technologies used:

—
 Telephone

e Internet: QuestionPoint
— e

(by Tibi Ngwane)

~ Comments and Suggestions
| (by Lesley Howard)

e Email: (Lesley and Tibi will edach discuss the mailboxes

they monitor)
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QuestionPoint and Bib-circ
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 The IR request services deals with queries
related to books, articles and Inter-Library
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Telephonic queries: Clients who wish to make telephonic enquiries, obtain
the relevant telephone numbers from the enquiries page of the Unisa
Library’s website
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e Edi View Favortes Tools Help

Links 4 | Customize Links [ http--wuww microsoft com-security-portal-Definitions-HowT oF oreFront. asp

W% @ @ Unisa- Library Catalogue | | i Home ~ [} Feede (1) - dmhPHne - | Page - (G5 Taols < 7
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Search Options

= - - = 2] Author
Catalogue Search: [Tite = View Entire Collection o =N

Author and Title
Advanced Keyword
Simple Keyword

Encore Quick Search: | ‘O Subject

Course Code Search

Journal Titles

Shelf no.
M ISBN/1SSN
Welcome to the Library Catalogue! Database Tille
- Library Training My Library

+ Research Pro - a selection of multi-disciplinary databases
- AIrPAC mobile interface

« Mew Library Material Book Requests ; "
- Guidelines for workstation seftings Arlicle Requests r S a S O
+ Unisa Library Encore Quick Search Guide Law Report Requests
Suggest a book purchase

Comments and Suggestions q u estion”

Library Links e
Request a Literature Search

Library PIN legin

Library PIN Help

New Books . .
Search for Information Resources Qu estl O n PO I nt
Training and Events Calendar
R88 Feeds - New Library Material

e query

Ask a short question
Library Home

myLibrary / Renewals i Login

Unisa Library

generates a

WebPAC PRO @ Innovative Interfaces, Inc.

Internet queries: QuestionPoint

Clients click on the “Ask a short question” link, to send queries. This
generates a QuestionPoint query.
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File Edit Wiew Favortes Tools Help

Links & Customize Links [ hittp--vwwi.micrasoft, com-security-portal-Definitions-How ToForeFront, aspi

¢ & W Unisa Online - Ask | |

FiHome ~ [ Feeds (3]~ @shPrint = +»Page = () Tools =
e

U N I SA | Feamaica Accessibility » A A A =

Study About Colleges Research News & Media

Library Contactus Search [ Askus myUnisa

home > Li

ask a short question

By accessing and using the QuestionPoint website (Website™), the User agrees to be >> check your questions & answers
bound by the Terms and Conditions set outin this legal notice, which shall be

>
interpreted according to the laws of South Africa. Before proceeding, read the terms and ferms and conilions of use
conditions of use.

Library I e
Aboutthe Library * complete email address
Branches

S * phone number

Mabile Library (Bus:
Collections
= * student / staff number

SupporttneLibrary
* course code

Staff * subject

Enquiries
* status
€ undergraduate
2011/08/04

© honours

© masters / doctoral
 staff

© gther

* question

Ask a short question online enquiry form

They (clients) will then be prompted to input the required information and
submit their queries.

Above you can see the online query form which is generated when a client
clicks on Ask a short question .
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File Edit View Favortes Tooks  Help
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FiHome ~ [ Feeds (3]~ @shPrint = +»Page = () Tools =

98 @ @ QuestionPaint Logon

——
—‘.;.'» . Support (?)
QuestionPoint Help ocLc

QuestionPoint Logon

Library patrons click here to log in

Authorization:
User ID:
ey

Forget your password? Click Here

Language: |-Select Language- = EI

QuestionPoint logon screen

To access the queries | logon to the QuestionPoint site by using our
institution’s details

NB: each institution has it’s own user id and password.
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Tibi Ngwane (100377571)

QuestionPoint | Ask a Librarian

Settings | Review Transcripts | Service History

PITEP B 1y Questions | Add Question
Active | New | Pending | Referred | Answered | Closed | All

Search: by | Keyword(s) =| €&

New Questions
Advanced Search

Records 1-2of 2

[Refresh List]
Limit to: | Unassigned - &

Sort by: ID | Received | Updated

-~ Unassigned —

[ | ?|6973142: im situated in soshanguve currently. where can i go to make a student card R
Patron: phakamani

Received: 23:24:22 2011/09/12 (GMT +0200)
6971696: some of the prescribed articles for the course do not appear under the given link in the e.resource (error message). Could you please |- Unassigned -
Patron: Christina Irven

-
send them to me by email? Christensen, P: Depending on the field 11-.048932 HANTNA r Agar, Michael: The professional stranger, p82-111 &
134.163 11-048952-HANTNAr Lester, J.D: Writing Reseach Papers, 11.048956-HANTNAr Spradley, James: The ethnographic interview, 11-
006050 HANTNA 1 Thank you, Best regards, C. Irven
Received: 17:24:38 2011/09/12 (GMT +0200)
I~ | ?|6953868: what is ed, ional guid \ ional guid and what does it include?i need more insight.tnx - Unassigned —
Patron: ZAHEERA RAHIM

Raceived: 10:40:18 2011/09/05 (GMT +0200)
Assign to: | Unassigned - &

' - Select Action - »| &

New questions in QuestionPoint

e Queries are retrieved from the Ask a short question link, and | am able to view all
gueries but only respond to ones related to my directorate then refer the rest to
experts in other fields. For an example “Search Librarians”

* With a click of few buttons, our clients get their responses as quick as lightning.



Email addresses: Clients select the email addresses they need from
the enquiries page of the Unisa Library’s website
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Py

RE: for books-urgent

Favorite Folders
) nbox (111}
[ unread Mail (116}
[ Sent Items

-

Mail Folders
O] All Mail Items.

1 £5% Mailbox - Ngwane, Tibi
= [ Cabinet
[ Applications
[ bib dirc
[ Ethopia queries
[ Follow ups
[ Izincomo (3
[3 Tibi
Cawv
[3 Work related
[ Zet
(@ Deleted Items (7}
=) [ Documents
[ Mailbox
(7 Drafts
[ Inbox (111]
(g Junk E-mail
(5] outbox
=1 [ R3S Feeds
[ Microsoft at Home
[ Microsoft at Home (1) (1)
[ Microsoft at Work (1}
(=] Sent Items
=1 [0 Search Folders
(8 categorized Mail
£ Large Mait
L2 unread Mail (116)
= &3 Mailbox - bib-circ
[ Inbox (29}
=l £ Mailbox - Lib-Disability
[ Inbox 32
=1L synclssuest
[ conflids
L Local Failures
[ Server Failures
=1 [ Synelssuesto

|~ Mail

1] calendar

Amranged By: Date Newest on top

I AskALibrarian@ocic.org 11:22 AM
There is a QuestionPoint Question in your queus

4 pgebala 10:53 AM
RE: request for books-urgent

1 intcom 10:07 AM
e-notice: Tussday 13 September 2011

11 Groenewald, Noreen N 941 AM
RE: Unisa Library Request

4 Snyman, Maria 9:26 AM
RE: Unisa Library Request NB

(51 Gwenn Murphy 8:57 AM
Renewal

=1 Maojela, Simon 8:01 AM
RE: Unisa Libra

L EZEALAMO1 7:07 AM

RE: Unisa Library Request

= pgebala Mon 4:11 PM
RE: st for books-L

51 VHONDO v
RE

(51 CHINAKE D N Mon 12:43 PM
FINE:Z246

(5. Andrew Smith Mon 11:31 AM
Re: Unisa Libra

i1 Mapaai, Hleziphi Mon 9:23 AM
FW: Book sent

] CLAASSENS AW Mon L:46 AM
RE: Unisa Library Request

] Hester Mon 12:04 AM
Opened parcel, one missing 0]

(=1 MUDZVIT M Sun1:22 PM
RE: Library: a notice for your attention

<] MUTANGIRWA M 5un 6:10 AM
RE: Student query

(% SEEWOOCHURN D Thu 09/08
RE: FILE 44905319

(55 TAGWI D Thu02/08
Book

(=4 Nomfundo Shube Thu 09/08
BORROWING A BOOK77337751

-] ADEYEMOAQ Thu 09/08

RE: Library material not received from student :45404852

(=4 Takawira, Ndayiziveyi Tue 09/06
RE: Library: a not

(3} ANDARGIE A A Mon 09/05
RE: Unisa Library

(=4 Tekere, Memory Man 09/05

Bib-circ mailbox

|

pgebala [pgebala@a2.pl]

You replied on 2011/09/13 11:03 AM.

ent Tue 2011/09/13 10:53 AM
bib-dirc

Dear Miss Tibi
thanks. will check.. but for the future...Mozambican
post is not reliable better to use the courier service.

Piotr Gebala

Dnia 13 wrzesnia 2011 9:53 bib-circ <bib-

circ@unisa ac.za> napisat(a):

Dear Mr. Gebala

We used normal post. You have to check them at your local
post office. Below are the track and trace numbers.

1. CV0133980505ZA
2. CV013982783ZA

Regards
Miss Tibi Ngwane

From: pgebala [mailto:pgebala@o2.pl
Sent: 12 September 2011 04:05 PM
To: bib-circ

Subject: RE: request for books-urgent

Hi,

thanks for answering but
1. How they were dispatched? [ have requested the service of a courier. T
will not bear responsibility if they are lost

letters take ages...] have just received 2 letter posted by UNISA in May!

Piotr Gebala

-

To-Do Bar » X

4 September2011 )

SM TW TF s

123

45678 910

11 12[23] 14 15 16 17

1192021 23 24
252 27 8 2 30

Plan our presentation on answerir
11:00 AM - 12:00 i
Lesley's desk; Howard, Lesley

Arranged By: Due Date
Type a new task

There are no items to show in
S view.

Apart from handling QuestionPoint, | also attend to queries received via
the bib-circ mail box. The box is designed to receive queries or
responses from the correspondences that we send to our clients.

Most queries that come through bib-circ are related to IR Request
Services, and | hardly refer. Depending on a type of a query, | sometimes
have to consult with other stakeholders e.g SA Post Office.

THANK YOU!!



Comments and Suggestions

W‘”’ 2 bib-pin, bib-web, bib-oasis

lib-help

mvices deals directly with queries related

to online access, etc. Any other queries are either referred
or escalated to the relevant experts.
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Email addresses: Clients select the email addresses they need
from the enquiries page of the Unisa Library’s website
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i File Edt View Go Tools Acions Help Type a question for help |+

New W @ "_B x E#aeply &R:p\ytoﬂ\ L‘_*Fomard DU Y @ ﬁmdm:g:we b4 @ m Search address books » @ Fa?( B

e E - -pir - Inbe vl ¥ . . = X
Mail « ||[4 bib-pin - Inbox [search bib-pin -Inbox £ -] myUnisa enquiry:49024515 To-Do Bar »
Favorite Folders ¥ : —
. . dlinocabiben pontop | abebemohammed@yahoo.co.uk 4 SEhmaiE D
| Mail Folders % || (3 34581391@mylife.unisa.acza 2011-08-08 SM TW T F S
B I b_ 0 a S I S 0] Al Mail tems - Re: Problem still occurring You replied on 2011-05-13 08:13. 123
— Thank you so much Lesley 3] a Thu 2011-05-1213:15 4 5 6 7 8 910
RSS Feeds H Sent via my BlackBerry from Vodacom - let your email find you! 11 12[13] 14 15 16 17
Sent Items e —— T 18 19 20 21 22 23 24
(3 Search Folders [~ 34581391 @mylife.unisa.ac.za 2011-08-05 . . . 7 25 2% 21 28 29 30
Type of enquiry: Library - articles
\_____/’/ " 5 Archive Folders Re: Problem still occuriing P quiry: ¥
) £ Mailbox - bib-oasis Hi Lesley, [T ——
(3 Deleted Ttems This is becoming a mission. Received a time out and page could not be Date received: Thursday 12 May 2011 01:15 fz:::lr:l the RFID Dai
(7 Drafts displayed’. Is there an easier way to request articles? R -
36436240 @mylife.unisa.ac. 20110602
(3 mbox L ) o @mylife E:\;.azi;za Student number: 49024515 Dr Walton 012 6723458 10:
L@ Junk E-mail myUnisa enquiry:36436 Wengde 131
[} Outbax Type of enquiry:  Library - articles . o
L[4 RS Feeds Date received:  Thursday 02 Jun 2011 12:11 E-mail address: abebemchammed@yshoo.co.uk
& semtr Student number. 36436240 ‘Submit the RFID Daily
ent ltems
39310442 @mylife.unisa.ac.za 2011.07-19 Report
= £ Mailbox - bib-pin ) Contact telephone number: Y "
ﬁ@ Dsletedlte':u myUnisa enquiry:39310442 P ,T"“ 9:00 - 09:00 ‘:'_
Cio N Type of enquiry:  Library - pin
&5 ocuments Date received:  Tuesday 19 Jul 2011 11:09 Student's enquiry: Arranged By: Due Date| |
Drafts Student number. 39310442 L R .
udent number I recently joined your university. | would like te know [pcanewiok |
g e S 118015 Omylfcunise.aczo 20110405 how to access the library and electronics resources Dz 2 new ek
_@ Junk E-mail myUnisa enquin:44118015 N ¥
(3 Outbox Type of enquiry:  Library - pin through internet = ¥ NoDate
RSS Feeds Date received:  Tuesday 05 Apr 2011 02:44 v
Sent Ttems Student number. 44113015 typing
Mailbox - bib-web [ 48014478 @mylife.unisa.ac.za 20110715 3 ¥ Toda
(@ Deleted tems myUnisa enquiny:48014478 e
LA Drafts Type of enquiry:  Library - articles Check Maximo ... \ 4
Inbox Date received:  Friday 15 Jul 2011 05:47
%Mu_mml Student number: 48014478 Stats for yegis v
5 Cutbor 3 o LG Presentation \ 4
RSS Feeds myUnisa enquin:49024515Recetved: Fri 2011 17:53 onne plans \ d
sent ltems e mmhj‘:;nﬁ;mmu T \d
. Mailbax - Lib-help Student number, 49024515 : Unisa Library Te.. ()W
B I _We O Detetedttems | [t number; 42
| (2 Drstts 2 Adekunle Akin Adewuyi 2011.07-27
Re: Course Materials
[ Inbox (2 Thanks =}
[ Junk E-mail On 7/27/11, bib-oasis <bib-oasis@unisa.acza> wrote:
(3 outbox > This message (and attachments) is subject to restrictions and a disciaimer.
L RFID daily reports { Adekunle Akin Adewuyi 2011.07-27
[ RFID Reports - Course Materials
L RS Feeds L Good day, [ have submitted an online request for a presaibed book and an
[ Sent Trems_ sms was sent to me to acknowledge that. Twould like to know if the book
= would be posted to me by mail or Iwould have to collect it at the mobile
= (23 Adriaanse, Leslie 20110602
45959692 T. Morkel - CEC3317 - Assignment 2.
Hi Lesley, o
Mission completed!
Contacts Kind regards
(=1 Adriaanse, Leslie 2011-06-01
o] Tasks Problem encountered with accessing the 9 journals for Environmental Scie...
Dear Mrs Morkel, =} L
@ - Iam s sorry to hear of the problem you encountered with accessing the - -~
ioumnals for Environmental Science, Please fonward vour course code andthe

Microsoft Outlook mailboxes

The following 4 mailboxes are monitored for queries:

bib-pin ; bib-oasis ; bib-web ; lib-help

However, the lib-help mailbox is intended for use by library staff only
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File Edit View Favorites Tools  Help

Links & | Customize Links [ http--ww.microsoft com-securky-porkal-Definitions-HowToFareFront, aspx

% 4 @ uniss - Library Catalogue | |
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Catalogue Search: [Title = View Entire Collection

Encore Quick Search: ‘ ‘O

Welcome to the Library Catalogue!

+ Library Training

« Researtch Pro - a selection of multi-disciplinary databases
- AIrPAC mobile interface

+ Mew Library Material

- Guidelines for workstation settings

« Unisa Library Encore Quick Search Guide

Unisa Library

WebPAC PRO @ Innovative Interfaces, Inc.

=3 @

=

Home | Help | Login

Author

Author and Title
Advanced Keyword
Simple Keyword
Subject

Course Code Search
Journal Titles

Clients click

s on
Database Title
Myubray “Comments

myLibrary / Renewals / Login
Book Requests

Article Requests d
Law Report Requests a n
Suggesta book purchase
Suggestions’

Comments and Suggestions

)
Library Links
Request a Literature Search
Library PIN login

Library PIN Help

New Books

Search for Information Resources
Training and Events Calendar
RSS Feeds - New Library Waterial
Research Pro

Senices

Ask a short question

Library Home

Internet: Comments and Suggestions

Clients often use the online Comments and Suggestions link to submit
their queries as well as their comments and suggestions.

This link is available on the online Library catalogue.
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File Edit View Favortes Tooks  Help

Links & Customize Links [ hittp--vwwi.micrasoft, com-security-portal-Definitions-How ToForeFront, aspi

n _ 3 »
U0 4R @ uniss - 0ASIS Library Catalogue ‘ ‘ [y Home - [ Feeds (1) - (=hPrint - - Page - (.} Took -

UNISA %=

New Search | Help | Return To Your Record | Log out =]

s a5 Howard, Mrs L
Comments and Suggestions Author
Author and Title
+ Please typs your suggestion in the box_ Suggestions may be up to 6 lines long. Anything after line 6 is not recarded Advanced Keyword
Simple Keyword
» Please note that your suggestion is anonymous unless you identify yourself by name or student number. even if you are logged in - please type Subject
your name or student number in the input box with your suggestion
’ P J" o9 Course Code Search
» See frequently asked questions (fag) for answers to the most common queries Joumal Titles
Shelf no
« [fyou need a reply or assistance, please provide an email address or telephone number ISBN / ISSN
» [f you need information rather than want to make a suggestion, use the ask a librarian option Database Tile
My Library
= myLibrary / Renewals / Login

Book Requests

Article Requests

Law Report Requests
Suggest a book purchase
Comments and Suggestions

SUBMIT THIS SUGGESTION Library Links
Request a Literature Search

New Books

Search for Information Resources
Research Pro

Training and Events Calendar
RSS Feeds - New Library Material
Senices

Ask a short question

Library PIN Login

Library PIN Help

Library Home

Comments and Suggestions

After clicking on Comments and Suggestions, the online
submission form (see above) opens. Clients complete this
form and submit .
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Suggestions

Qg > qQuITt
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University of South Africa Library Catalogue
0OASIS

[i18,57)  [Cornected Printer: OFF  |Logging: OFF | MUM Ready

Comments and Suggestions

The Comments and Suggestions which clients submit on the Internet are
then accessed on QVT.
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5 SUGGESTIONS

1I9:31AM 13-89-11 Terminal 788

I have been answering to my assignments without a textbook which might 3
and now I need to prepare for the examination.Can I get any assistance
Ise | requested for a textbook titled A+ fast track volume 1&2,but i neve
‘ull response from the library.

B:53AM 13-89-11 Terminal 7B8

I WOULD LIKE TO ASK WHEATHER WONT IT BE POSSIBLE TO EXTEND THE PERIOD OF
INING PRESCRIBED BOOKS AS A RESULT OF THE EXAM.

Z2:89PM 14-89-11 Terminal 117

Looking for Advanced Labour Lauw CALLolR-11-%¥1 Workshop done - prof

7= and Dekker said they would douwnload some information summaries on
sa.Can you explain how I access my email 730889826@mylife.unisa.ac.za or
til.I looked, can,t find anything.Has it not been downloaded yet ?
I1:49PM 15-89-11 Terminal 117

I would like to book an for an exam but cannot get through using the nur
ded 81244157678 for Gauteng. Please answer the phone. Thank you

I1:56PM 15-89-11 Terminal 117

Please ansuer the phone when booking for an exam. I have been trying for

FORWARD C > CLEAR this file a > QuiIT
BACKWARD P > PBINT

ise one (F,B,C,P,0Q)

(23,25) Connected Prinker: OFF Logging: OFF MM Ready

Comments and Suggestions

Comments and suggestions received from clients appear as above when
accessed on QVT.

Normal email replies are sent in response to these entries



The queries submitted by clients vary widely and often require
referral to departments outside the library.
Some queries require a bit of detective work!
Here’s my favourite example . . ..

How do | shoot
my card?




After all those emall queries . . .

@‘D rlglnalr.ﬂfrtlﬁt"“:'”r"m bry Unwersal Uslick vaa CantaonStock.com 9. 7
Reprnd:uctinn rights obtainable from
weewy, CartoonStock.com

"And you say you chack your e-mail on
average three or four hundred times a day?"
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