PROBLEM SOLVING TIPS:
HANDLING THE NO-TYPING NO-TALKING PATRON:

1) Remember the patron may not be able to hear you either because of a computer problem (speakers not turned up enough, sound muted, no sound card – although most computers have a sound card) or they may be deaf. Of course many patrons won’t have a microphone, or their mic may be plugged in wrong. If communication does not begin successfully, type and write the following scripts simultaneously after your written and oral greeting:

Do you have a microphone? If so, you can hold down the control key while you’re speaking, and I should be able to hear you.

If you don’t have a microphone you can type your message to me. To type, press Alt T. That’s the Alt key and the T key pressed at the same time. That will put you in the chat box. Then type your message, and hit “enter” to send it to me.

People might be typing and not hitting “enter,” or they may be typing away without having clicked in the chat screen.

KEYBOARD COMMANDS:

All of the keyboard commands for navigating around in iVocalize are listed in the “Window” menu. You may need to tell the patron what keystrokes to use. Blind users don’t use a mouse. See NAVIGATIONAL/KEYSTROKE SCRIPTS.
WHEN THE PATRON DOES NOT EXIT THE ROOM AFTER THE REFERENCE TRANSACTION:

Highlight the patron’s name and press Alt + F7 (simultaneously)
Or highlight the patron’s name and click Moderator menu – Disconnect (Selected User)

No other patrons will be able to enter the reference room until the current patron leaves. It is a two seat room.

WHEN THE PATRON HOLDS DOWN THE CONTROL KEY BUT IS NOT SPEAKING:

Hit F6 

Or Moderator menu --  clear from the queue (current speaker)
WHEN YOU NEED ACCESS TO SCRIPTS, BUT DON’T WANT TO INTERRUPT CO-BROWSING, OR TO SHOW THE PATRON THE SCRIPTS PAGE:

Turn off synchronized browsing on the Moderator menu (F3). The patron still has access to the last page you sent.

