Computer Requirements 
Spark will run on Mac OS X, Windows 2000, Windows XP or Windows Vista. Librarians should have 256 MB of RAM and Java version 6.
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Please note: most Macintosh computers do not come with 

Java version 6.
Logging into Spark
The image at the right shows an example of the login window

that is used to log in and use all the functions of Spark

including all the virtual reference features. 

The server is chat.knowitnow.org

If you have difficulty logging in, click on “Advanced”.  You should 

see these settings:

Host: the box for host should be empty

Port: 5222

Admin console port: 9090
When you first log in, L-net librarians will display under “Oregon”.
You may also use this software to monitor your personal AIM, MSN, or Yahoo IM account.

Logging into Fastpath
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When you log into Spark, you will see all the other librarians logged into Spark in your Contacts tab.

To monitor the chat service, click on the Fastpath tab on lower right of window.  Then click on the Join button to join the reference workgroup.

When logged into Fastpath, the "Join" button will change to “Logout”. Click this button to logout of your L-net shift.  You may stay logged into Spark if you would like to be available to L-net librarians who might want to IM you.

Don't feel that you have to wait until your scheduled L-net shift to log into the software. You can log in every day. That way if a patron from your library logs in and asks a question that requires your local expertise, the librarian who is chatting with your patron can send you a quick IM asking for an answer to a question or can refer the question back into the Oregon queue so that you can pick up your patron.

In addition to asking you to help with your local patrons, you may occasionally get a request to pick up a patron or two when the service is very busy (such as when we get a class visit). There's no obligation to help out, but your help will always be appreciated.
If you'd like to be logged in all day so that you may IM with other librarians, but don't want to get the pop ups of new patrons, just click on the fastpath tab and logout of the reference workgroup. You'll still be logged into Spark just for IM with librarians.

Practicing with Spark 
To practice with the software, log into Spark and click on the Fastpath tab.  Instead of joining the Reference workgroup (to pick up live patrons) use the drop-down menu to select the practice workgroup.

To submit a practice question, use the patron form at:
http://www.oregonlibraries.net/chat/practice

You may practice using the software by being both a librarian and a patron on one computer.
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Preferences
The first option under Spark allows you to change a number of settings on the software. Many of these should remain in the default setting, but several are customizable and may make using the software a better experience for you.

Feel free to make adjustments to the preferences described below on your computer.  If you ever staff L-net at a different computer, your preferences won’t be saved and will need to be set again.
Chat: General Chat Settings
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General Information: Change/Confirm Password

This will allow you to change your password.   The password that you select can be anything that you want it to be.  If a librarian forgets a password, it can be reset by Caleb, but it cannot be retrieved. The librarian would need a new password if the current one is forgotten or misplaced.

Login Settings [image: image3.png]



Most of these settings are set by Caleb and should not be changed. The settings that can be changed for individual librarians are outlined below.
Idle Enabled
Disable the Idle by un-checking the "Idle Enabled" box.  If Idle Enabled is checked and you have a slow L-net shift, your login status will change to idle and you won’t be notified of new patrons.

Sound Preferences [image: image4.png]



This gives you the option of when a sound is played, alerting you to a change in status of some aspect of the service.  Be sure that “play sound when new message arrives” is checked and adjust the other sound settings if you’d like to.

Adding new sounds

By clicking on the [image: image5.png]


 button to the right of each Sound option, new sounds can be downloaded. However, until otherwise notified, librarians should not add new sound files. It’s possible that file changes may have detrimental effects on the software and should be avoided at this time.

Appearance
Text size may be adjusted by changing the number in Chat Room Font Size. This will not affect the font size on the patron’s screen. Keep in mind that the font size won't change until you start a new chat.
Notifications: Show a Toast Popup
When enabled, this pops up a small window with the patron's messages as they are sent (alerting librarian to a new message). 

Edit my profile

Select a nickname that you would like patrons to see.  Your nickname should include the name of your library, such as “Emily at Multnomah County Library”.
Exit

This will close down all Spark functions. To completely log out of Spark Fastpath, the librarian must use this option. Clicking the X in the upper right of the Spark Client will merely close the window and place it in the startup menu (the Spark icon [image: image6.png]


 will appear in the bottom right of the screen if your computer is running Windows).
Help

Options under this heading link directly to online patron guides and forums.

Set status message...

This is a way of choosing the librarian's status.  There does not appear to be any difference between Free to Chat and Online.
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If the service is very busy and you're already working with one or two patrons and the pop-ups of new patrons are driving you crazy, there's an easy way to get rid of the pop-ups. Set your status to "away". You can continue chatting with the patron you're already helping, but you won't be notified of other patrons until you change your status back to "online".

Icons (Below Librarian Status Indicator)

You may identify any of these by mousing-over them.
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From left to right, the above icons are:

Add a contact

This option allows you to add a contact to your Friends list.

Join a conference room

We won’t be using this, at least at the beginning, but may some day.  Feel free to play with it.
View Downloads
For sharing files.  

Send a broadcast

You may use this to send a message to everyone or just to a few librarians.  This may be useful during class visits if you’d like to call upon other L-net librarians to log in and help take questions from students.

Click on the broadcast icon

Put a check mark next to the librarian or group of librarians that you would like to send a message to.

Type your message in the box on the left and click “ok”

You may use either “normal message” or “alert notification”

View Task List
Do you need one more place to keep track of everything you have to do?  Here it is.

View Notes
A place to keep notes.

IM Logins

MSN, AIM, XMPP, OR YAHOO account logins

These aren’t currently available, but we hope they will be soon.

Fastpath
History | Conference | Macros

History
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This is where transcripts ("Previous Chats") will be accessed.  Transcripts older than 7 days will be deleted from the server every night.  

Transcripts will be loaded into the Buzz (www.oregonlibraries.net/buzz) every 5 minutes and continue to be available in the Buzz after they are deleted from Spark.

Canned Responses (scripted messages) 
Click on Macros [image: image10.png]Macros



. This will bring up a screen displaying "Personal Macros." There is an "Initial Response" that can be set to automatically go to each new patron, but we’re not using that setting.  

Below that are the individual "Canned Responses." You will see a "Response Name" and "Response Text." The "Response Name" will be what is displayed within the chat session selection. The "Response Text" will be what is actually sent to the patron. 

It’s also possible to add scripted messages while chatting with a patron by selecting “edit canned response” under canned responses.

Accessing Canned Responses
While chatting with a patron, the Canned Responses are accessed below the chat transcript. Click on [image: image11.png]¥ Canned Responses



 and three options will appear: "Global Canned Responses," "Personal" and "Edit Canned Responses."
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Global Canned Responses

These canned responses are those which will be entered by Administrators in Oregon and Ohio and will be available to all librarians. Clicking "Global Canned Responses" under "Canned Responses" will display a list of Response Names. These are the short titles assigned to each canned response. Choose the appropriate "name" and the full text of the response will be displayed in the chat window and can then be sent to the patron.
Personal Canned Responses
These canned responses are those which each individual librarian adds.  Clicking "Personal" under "Canned Responses" will display a list of Response Names. 

Editing Canned Responses inside a Fastpath Session
You can edit canned responses during a chat session. Click "Canned Responses," then "Edit Canned Responses." This will bring up a screen allowing you to Add new canned responses as well as Delete canned responses. You will see current canned responses listed by Name with the accompanying full text. If you want to delete, simply highlight the response and click Delete. 

Research has shown that patrons do not respond well to scripted messages (http://www.oclc.org/research/projects/synchronicity/).  These messages often make us sound like machines so it’s best to use them as little as possible.
Using Fastpath for Virtual Reference

Online Librarians | Current Chats | Queue Activity

[image: image13.png]Online Agerts ~ Current Chats (1) | Queue Activity




Online Agents
This shows all available librarians logged on and monitoring the service.  Some librarians may be with a chat patron and unavailable to take additional patrons.

Current Chats
This displays online librarians and their chats currently. The librarian viewing this will not see her own current chats, only those of others in the Workgroup. The number of chats currently taking place will be displayed in parentheses (i.e., (1)) after "Current Chats" (as in the example above).

Queue Activity
Shows Name, Number in Queue, Average Wait Time, and Last Queue Activity.

Accepting Questions on Fastpath
Customer Waiting Alert
When a question is in the queue, a pop-up window and sound will alert the librarian that there is an "Incoming Chat Request From [Patron's Screen Name]." This window has options for "Accept" and "Reject." The incoming patron's Name, Email Address, and Question are listed on the pop-up window.
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The patron will also see his own status in the queue. Both his position in the queue as well as his estimated "wait time" will be available to the patron after he connects to the service.  If the patron can’t wait long, he has an option for leaving his question in our e-mail service.
Accepting Customers
Click [image: image15.png]& Accept



. The patron is then automatically connected to you.
Rejecting Customers

This does not eject the patron from the queue or cancel their request; it passes the patron on to the next available librarian. Clicking [image: image16.png]X Reject



 releases the patron from the individual librarian's Fastpath interface and puts them back into the queue for the next available librarian to pick up. This will also automatically happen after 20 seconds without hitting the [image: image17.png]X Reject



 option.

Fastpath Chat Window

After accepting the patron, a new window will open (similar to the image below).  This is the window through which your interaction with the patron will happen.
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Within the chat session box, there are four tabs in the upper right area that can be useful for managing the questions and patrons being served.

User Info Tab

This tab contains the basic patron information: Name, Email Address, and Question.  

A link to Policies is available.  The link will open the policy page of the patron’s home library.  It includes links to library web sites, catalogs, databases, and information regarding local patron services that may not be available elsewhere.

Some libraries include barcodes for librarian use only.  Librarians may use these to access library databases.

The Schools policy page includes a file with all of the logins and passwords for Oregon schools to access databases through OSLIS.
Individual policy pages are also available at

http://www.oregonlibraries.net/policies

User History Tab
This tab allows librarians to see previous chats with the same patron from the last 7 days. By clicking on the tab, a list of previous sessions is retrieved. Double-clicking on any one session listed will retrieve the full transcript.
Participants Tab
This tab shows the participants in the current session.
Notes Tab
Any notes you leave here will be attached to the transcript that librarians can access, but will not be visible to the patron.
Chatting with Patron
To send a message to the patron, the librarian types his or her text into the space directly below where the conversation appears. Simply type in your message and hit the "Enter" key on your keyboard.

Spell Check
Fastpath provides a spell check feature similar to what is found in many word processing software programs. It can be accessed by clicking on the Spell Check icon[image: image20.png]


. A message can easily be spell checked before sending it to the patron.

Automatic Spell Checking
If the librarian has enabled the Spell Check in background option under Preference in the Spark client a wavy red underline will appear under words that Fastpath sees as incorrect:
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This alerts the librarian to a possible misspelling.

Typing/Connection Indicators

One very useful feature of Fastpath is the two-way indicators of the librarian's and patron's continued presence within the chat session. This alleviates much of the need for either party to wonder "Are you still online?"

"Patron Typing" Indicators
First, when a patron, let's say cooldude24, is typing in his chat window, the icon in cooldude24's tab on the librarian's screen will change from the Fastpath icon to a cartoon balloon with a pencil over it:
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The librarian will also see "Customer is typing..." appear in the bottom left corner of the window. Next, when another patron (for example, angela) sends a message to the librarian while that librarian is interacting with cooldude24, angela's tab text will turn red. If angela sends multiple messages before the librarian responds, the tab will show how many messages have been sent since she was last answered:
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In this case, two messages have been sent. If the librarian switches back to answer angela's questions, the text color will change back to black and cooldude24's tab will change to red if he sends a message.  In this way, the librarian is kept apprised of the status of all the patrons with which he or she is currently working.
"Patron Typing" Indicators When Window is Minimized

If the chat window is minimized, the tab at the bottom of the librarian's screen will flash to indicate activity.
"Librarian Typing" Indicator
When the librarian is in the process of typing a message to the patron, the patron's screen will display "The Librarian is typing..." at the bottom of his or her screen.

Inviting Someone to Join Conversation

This option is available if the librarian wishes to consult with another librarian on a question within the conversation itself. Click on the [image: image24.png]


 icon. The invitation will go out to all librarians chosen in a queue or to a specific librarian chosen from the available list. This option keeps ALL participants (patron and librarians) connected. REMEMBER: The customer will see all messages relayed back and forth between librarians if this option is chosen. 

An alternative is to send a Spark IM message to an available librarian. A listing of available (i.e., online) librarians can be seen in your Spark Contacts tab.  This will be a separate interaction from the patron conversation and will leave that conversation intact while you chat with the other librarian. 

You may also simply TRANSFER a conversation.  This is preferable if you want to leave the conversation and have another librarian take over the chat session.  

Transferring a Conversation 
Sometimes it becomes necessary to transfer a patron to a different librarian. 

Send an IM to the other librarian asking permission to transfer the call.  Once you receive permission, click on the "Transfer this conversation to another librarian" icon[image: image25.png]


. When the icon is first clicked, the resolution code window is opened.  Choose "forwarded" when transferring. You can then transfer the call to a queue (unfortunately, we’re not able to transfer calls to a specific librarian at this time

Co-Browsing and Sharing Web Sites

Spark’s version of cobrowsing does not function as a simultaneous viewing of web pages, but instead works as a form of page-pushing.  Because it does not work like true cobrowsing, we’re encouraging librarians not to use it.  If you’d like to send a web site to a patron, give the patron the web address using the box for sending messages to your patron.  The web address will appear in the patron’s window as a link.  Be sure to include http:// so that the url will appear in the patron’s window as a link.

When the patron clicks on the link, the web site may open as a new window or a new tab.  

If the web address that the librarian sends to a patron has commas, the address will not display as a complete link in the librarian’s window, but it will appear and work as a link in the patron’s window.

For librarians who would like to try using Spark’s cobrowsing, more detailed information about how Spark’s cobrowsing works is included in this handbook.

Ending Conversations
Continuing After a Customer Disconnects
Fastpath allows the librarian to add to a conversation even after the patron has ended the conversation. This allows any extra resources or other helpful comments to be added to the transcript to answer the patron's question. 

Librarian Ends a Conversation
First, click the "End Conversation" icon[image: image26.png]


. This will bring up a choice of Resolution Codes.  After choosing the most appropriate one, the session will end, and the window will close.

Available resolution codes are:

Completed - no additional information is needed by patron
Followup -  In most cases, use this code anytime follow up is needed.  The question will be answered either by the patron’s home library or another appropriate library

Transferred – you were the original chat librarian, but transferred the live call to another librarian

Disconnected – If the patron never responds and has not given us an email address. Do not use Disconnected if the patron left an email address; instead, use Followup.

Prank – patron had no information need 
Test – for use when a librarian is practicing using the software
Closing Tabs in Fastpath

If the librarian clicks on the X in the right section of the tab...
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...this will also close a conversation with the patron. However, it is not recommended to do this, since this will prevent the librarian from choosing a Resolution Code. 

Co-Browsing 
We think it is much easier to copy and paste links to send to patrons than it is to use the co-browsing features of Spark. We are including a description of how to use this part of the software so that you may explore it if you like.  

"Co-browsing" is the term used for sharing Internet-accessible resources with users. This includes everything from web pages to articles from databases.

Initiating a Co-Browsing Session with User
First, click the "Start a co-browsing session with this user" icon [image: image28.png](Y



. When the icon is clicked, a Co-Browser window will open. This is similar to many Internet browsers with buttons for Forward, Backward, Reload, and Stop:
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The librarian will type in the desired URL or use the Bookmarks to go to a desired resource.
User Receives Co-Browsing "Invitation"

Although the web resource that is sent will automatically open up in the user's browser, the librarian will get a message that the co-browsing session was "accepted" by the user. This can be helpful in determining if the initial resource was received on the user's end.
Display of Links for Agent and User

One thing to keep in mind as the librarian sends links to the user is the different ways in which the software displays this interaction for the user and for the librarian. The user will receive live links to all web pages sent. The librarian, on the other hand, will see links to the pages sent in his or her conversation but only the "parent" page. For example, if you go to OpenSourceShakespeare (www.opensourceshakespeare.com) and then click on a link to another part of the website (for example, Sonnets), the librarian will only see the link to the main site. The user, however, will see both links as separate entries. When the librarian goes to a separate site entirely, then the librarian's screen will show the new site being searched.

Pop-ups

Web resources sent to the user through Fastpath's Co-Browsing feature are treated as pop-ups by the user's browser. Different browsers treat these in different ways. A clear explanation of how to allow pop-ups for various browsers will be included on the user login screen. It will be helpful for librarians to understand how co-browsed sessions will appear in the user's browser. See next two sections.

Firefox and Opera Pop-ups

In Firefox and Opera, co-browsed sites will open in a new tab in the user's browser within the same browser window.

Internet Explorer and Safari Pop-ups

In Internet Explorer and Safari Pop-ups, co-browsed sites will open as a new browser window for the user.

Allowing Pop-ups

The user will have to enable pop-ups to receive shared web resources. There will be a note to this effect on the user login screen, but librarians are encouraged to understand this process as well to be able to communicate effectively with the user.
Allow User To Follow: Turning On and Off
Librarians have the option of showing ALL web resources visited or only selected web resources.

Allow User to Follow: Turning On
When the librarian checks the Allow user to follow box...
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...the user will see every URL visited by the librarian appear in his or her web browser. This can be helpful if the librarian is trying to show the user how to access a database, how to do an authoritative web search, or to take advantage of other "teaching moments." When the Go button is pushed, the librarian is automatically "allowing the user to follow."

Allow User to Follow: Turning Off
However, it is not always desirable for a librarian to share every web resource visited with the user. If the librarian is, for example, searching Google or some other search engine to get some general information on a topic to get started on a search, the librarian does not want the entire list of Google results to be viewable by the user. This would be confusing for the user and potentially allow them to go to less authoritative sites not vetted by the librarian. If the box is unchecked and the librarian wishes to send a web resource, the librarian must check the Allow user to follow box and then click Go:
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This will send the resource on the librarian's Co-Browser window to the user. By alternately checking and unchecking the Allow User to Follow box and clicking Go, each individual authoritative source vetted by the librarian is shared with the user.

Allowing User to Follow Does Not Show Keystrokes

It should be noted that the user will NOT see keystrokes that the librarian types into a web resource. For example, when doing a search with the "Allow User to Follow" box checked, the user will NOT see what search terms were entered until the results are displayed and the Co-Browser window changes.

Authentication with Databases

When using subscription databases available to all Ohio state residents (such as those at kin.oplin.org), the librarian will have to authenticate (i.e., enter his or her zip code) when first entering the databases AND the patron will have to authenticate as well (i.e., enter his or her zip code). After the first authentication, this will not be necessary, but must be repeated by each user in turn.

Co-Browsing Advantage for the User: User Bookmarking

One of the major advantages with the Spark Fastpath software for the user/patron is the fact that, since shared co-browsed pages are sent directly to the patron's web browser, he or she can bookmark them directly without even waiting for the transcript or copying and pasting the URLs into another document or browser. They can simply view the page sent and bookmark it (or make the page a "favorite" depending on the browser being used) while still within the chat session with the librarian.

Co-Browsing Bookmarks
Using and editing often-used web resources is easy. Similar to some Internet browsers, these are referred to as "bookmarks" in Fastpath. Librarians will be able to customize their own lists of helpful resources.

Accessing the Co-Browsing Bookmarks
There are two ways of accessing the Fastpath Bookmarks. They appear in both the librarian's co-browsing window as well as along the top of the Spark client. Simply click on the link for "Bookmarks" and a menu will appear. Choose the bookmark from the menu.
Editing the Co-Browsing Bookmarks
Editing and managing the Bookmarks can only be done in the librarian's co-browsing window; however, this can be left open after a session with a user (or by initiating a session with yourself). Bookmarks are only kept within a specific account, so if several librarians use different accounts on the same screen, be sure to share helpful resources with colleagues so they can add them to their account. Likewise, share helpful resources with the KnowItNow Coordinator, and these can be shared in upcoming editions of the KnowItNow Newsletter.

Adding a Bookmark
To add a bookmark to the Bookmarks menu, first go to the page you want to bookmark. Then click on the Bookmarks link in the upper right of your Co-Browser screen. You will see this:
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Then click on Bookmark This Page. This will bring up a window like this:
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You will give your new bookmark a title and then click "OK" when finished. The page is now added to the bottom of your Bookmarks menu. This will allow you to give your bookmarks helpful titles instead of being mandated to use the title given it by the page's author.

Managing Bookmarks
If you decide to rename your bookmarked page at another time, you can do this by choosing Manage Bookmarks in the pull-down menu under the Bookmarks link in the Co-Browser. The Manage Bookmarks window looks like this:
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For example, in the image above, the librarian has decided to change the name of "OpenSourceShakespeare" to "Shakespeare: Full text & Searchable" thus showing the function of the site and not simply its title. This was done simply by highlighting the bookmark title in the left of the window and changing the title displayed in the top right space. The librarian would then click Edit to make the change final.
Deleting a Bookmark 

Deleting a no-longer-useful bookmark is done simply by bringing up the "Manage Bookmarks" window, choosing the appropriate link in the left section and clicking Delete.

Limits of Bookmarks Management

New bookmarks are always added to the bottom of the drop-down menu. This is due to the limits of the software and is a common situation with many Internet browsers.
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