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The following includes descriptions of various problems we have been experiencing, 

both as staff and reported by users, with various functions of iPortal. As a strictly low-

residency college with semester long loan periods, we face unique challenges in 

customizing the system to work well for everyone.  

In this document you will find screenshots and descriptions of the problems and 

potential solutions. These suggestions deal primarily with request functions from login 

to outputs. Some of the issues may be very simple, others considerable, and what we 

would like to know are the following: 

1. What of this is possible to change? 

2. What elements would you need to manipulate and what can we do ourselves? 

Though it is stated often throughout this document, I’d like to state that the language 

used in these examples has not bee discussed by the library staff and is only meant to 

serve as a place holder for some kind of language change we would like to see in the 

future. We would like to see what we can change before we meet over that issue. Ideally, 

we would also like to user test any changes before they are implemented, but again, we 

would like to wait to do that until we know what can be changed.  

After your staff has had a chance to review and discuss the contents of this document we 

would like it if there could be some time set aside with a VTLS representative at the staff 

discussion section of the VUG meeting to go over  these potential changes. 

If you have any questions, please let me know. Thank you. 

Helen Linda 
Library Systems & Technical Services Coordinator 
Goddard College 
(802) 454-8311 x 216 
helen.linda@goddard.edu 

mailto:helen.linda@goddard.edu
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1. Login Screen:  
 

1.1. While there are several ways to login, none are given prominence. This results in 
students frequently trying to make requests from the OPAC and not 
understanding why they can’t. Our students must be logged in for requests, so 
we would like to get them into the habit by making the suggestion to log in more 
instructive. A more prominent login message and method will encourage 
students to login from the start, reducing problems later. Of course, there will 
still be users who do not follow the instructions at the start, so we would like to 
keep the small login in the upper right of the screen persistent throughout. Any 
wording used in the examples is merely a placeholder. 
 

1.1.1. Current Login Screen 
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1.1.2. Alternate Login Screen  
 

 
1.2. The current message to “login to make a request” and “log in” link in the upper 

right a constant. We would like to see some kind of feedback to the user that 
they’re logged in as well as get students to log out when they are finished. The 
box that says “End” in the menu is not consistent with what users expect for 
logging out of an authenticated session. We would prefer that it be removed or 
changed to say “Log Out” instead. In the example below we have made both the 
upper left login link change to log out, and also changed the message in the box 
to reflect that the user is already logged in and encourage them to log out when 
they are finished. Though the “End” box is not shown, we would like the same 
treatment. Language used is not definitive. 
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1.2.1. Logged In Screen  
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1.3. When a student is logged out of the system because of an expired session, there 
is no indication that they’ve been logged out. They are simply returned to the 
start screen. We would like to see a message that indicates when students have 
been logged out by the system because of an expired session. 
 

1.3.1. Expired Session Screen 
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2. Keyword Search Screen: 
 
2.1. There is an issue here of too many options too far spread out: 
 

a. Many options in the drop-down menus are not relevant to the Goddard 
collection. We also find some options are never used, such as Context Date. 
 

b. Other necessary options, like the electronic resource search, are pushed below 
the fold. Also, we are not sure why this needs to be a separate search option. It 
seems that it is, by nature, a filtering option. 

 
c. The use of white space is inefficient, pushing options too far apart so that they 

appear scattered. 
 

d. The quick search seems like an afterthought. For this to be useful, students 
need to see it immediately, or set as a separate option. How would we prefer 
this? 

 
2.1.1 Current Keyword Search Screen 
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2.2 Dropdown menu options in our alternate screen are meant to serve as an example of 
how these lists could be scaled down to benefit our students, not as a definitive list of 
what we’d like to see. In the example below we have: 

 
a. Limited the options in the drop down menus and also to add options 

that are more relevant to our users, like a filter for Goddard Authors 
once we’ve established a formal heading for it. We’ve also limited the 
available filters. 

 
b. Reduced the amount of white-space to fit all of the relevant 

information above the fold without sacrificing readability. 
 

c. Eliminated the special search for “Electronic Resources” that appears 
below the fold because we believe that it should be treated as a format 
filtering option using the same unique identifier. This search is not 
often used because students are not aware that it’s there unless they 
scroll.  

  
d. Though it is not shown, we have removed the quick search from this 

screen. 
 

2.2.1 Alternate Keyword Search Screen  
 
 

 
  
 

3.1. There are a number of issues with the search here that effect how our students 
find the information they would like to request. 
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a. The default sort appears to be by call number, but the sort box says “none.” 

There needs to be some kind of feedback to the user. 
 

b. When the user clicks on an author’s name or a title link, it takes them to a 
browse list of authors or titles. The expected result is a list of works by an 
author or information about a title. To get that list in both cases, it requires an 
extra click. 

 
c. Meanwhile, the links to full and item views are buried on the left. Some users 

will not understand that they need to click on a title/author even if that is 
changed, so these links need to be a more obvious for users to obtain the 
record. 

 
d. The “Add to Cart” option is buried on the left where users may not see it 

initially and the cart option buttons are too spread out at the top of the page. 
 

e. We are unsure of what the location and item classes are actually determining 
in the catalog. This makes it difficult for us to see whether we are using these 
designations to their greatest advantage. Regardless, we would like to know 
how difficult it would be to remove and add new items to these lists so that we 
can change this language. 

 
f. When an item is out, there is no indication to the patron that they can still 

request the item and get it another way. As we have semester long due dates, 
this is important information for the student to have when requesting 
materials.  Make multiple options to present at a fuller meeting, marked in the 
current but not in the alternate image yet. 

 
g. We are unsure about whether the “Save Query for SDI” button is absolutely 

necessary. Even if it is, it isn’t telling a user what it’s for. 
 

h. The links to “return to the last” menu is buried at the bottom of the page. To 
be useful is needs to be above the fold where it will be used by students. 
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3.1.1 Current Results Screen  
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3.2 The list below describes the changes seen in the alternate screen. Please keep 

in mind that language used here is not definitive and only serves as an 

example of what we’d like to see there. Please also keep in mind that the full 

view used as an example here does not take into account changes we’d like to 

see on the issue of full/item view discussed in section 4.  

a. Assigned a default sort. 

b. Made clicking on the title lead to the full view of the item.  Please note that 

the piece of full view shown does not reflect changes we’d like to see on that 

screen. It it is merely an example of the idea. 

c. Though it is not shown here, click on the author name would lead to a list of 

all Goddard holdings by and/or about that author. 

d. We’ve changed the Full View and Item View links to give them greater 

prominence via typography and a single entry link. 

e. We’ve shown the student that the Goddard copy of this item is out, but that 

an alternate copy is available via ILL. This way the student understands that 

it is still possible to get this item. Show a couple of options for this and we’ll 

decide which to go with.  

f. We’ve replaced the SDI button with the “return to previous search” making 

it more accessible. If the SDI button is necessary, then we would like to 

change the wording to something more useful and still keep the previous 

search more available.  
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3.2.1 Alternate Results Screen 
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3.3. We find that a lot of electronic resources are requested because they 
look like any other book in the system. For consistencies sake, the 
alternate screen will reflect any changes in the results list discussed in 
section 3.2. 

 
a. We would like to show the URL for the e-resource in the results list. 

Currently, the Profiler allows this field to be shown, but in choosing it 
we would also have to show LOC enhancements or any other URL in 
the 856 field of any record. We would like to set up some kind of 
if/then conditional statement where if the record is for an electronic 
resource, then show the URL in the 856 field. We would also like this 
tag to read more like the MARC tag. Instead of “multimedia” we’d 
prefer something like “electronic location/access” although we are not 
decided on wording yet.   

 
b. If it’s possible, we would like the option to request e-resources to be 

removed entirely in a similar if/then scenario. We have tried to set this 
via Profiler Settings under “Goddard College + Education Matrix” 
where we have set the system not to “allow requests for bibs without 
items” but the button still shows up and when students try to make a 
request they are shown a error screen(a discussion of the denied 
request screen that occurs with this and other unsuccessful requests 
will be discussed in section 5.5). If this is not possible, we would like 
requests for e-resources to generate a special automated message 
indicating the material is available online.  
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3.3.1 Current Electronic Resources Results 
 

 
3.3.2 Alternate Electronic Resources Results 
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3.3.3 Potential Electronic Resource Request Error Message 
 

 
 

3.3.4 Current Profiler Settings 
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4. Full View and Item View 
 

4.1.The two separate views are confusing to our users. Information they 
would expect to be in one is in the other and visa versa. We would like to 
change the following issues: 

 
a. There are no clues as to what information will be available on which 

screen when users click through, causing confusion about the item and 
questions about location and availability that could be easily avoided.  

 
b. The request and save options are inconsistent and too far apart on both 

screens. These are related functions and should be together. 
 

c. The basic information provided reads in a different order on different 
views, which is confusing to users.  

 
d. Requesting from the full and from the item views produce different 

results. This confuses both  the students and librarians. When a 
student requests from the full level, they cannot specify a volume or 
specific copy, which might be necessary, causing us extra steps in 
figuring out what. If it doesn’t matter, but they make an item level 
request, that request is linked to a specific copy, requiring extra steps 
from us to sort out which copy and change it if necessary. 
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4.1.1 Current Full View Screen 
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4.1.2 Current Item View Screen 
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4.2. Here we have provided a couple of possible ways to combine the 
two views into a single screen. Language has been changed to be more 
meaningful to our patrons, as on other pages, but is not necessarily the 
language we would like to see used. We have made the following 
alterations to both screens: 

 
a. Condensed the item and full views into a single view where all of the 

information is easy to see. 
 

b. Since the students are looking at a single item, we would like the “save 
to cart” check mark removed. Students regularly complain that they 
saved to the cart but it didn’t show up because they checked or clicked 
the button, but in actuality they must do both. The request and save 
buttons have been placed together so that it is clear what the options 
are. 

 
c. The item availability and location have been grouped together with 

each instance of an item and each item has a checkmark to allow for 
selection (In the case of the record attached to a single item there 
would be no check marks at all, ideally). There is only one button for 
request and save to cart to streamline the process. Does there need to 
be an explaination here, expecially for multivolume sets where there 
are so many that the request/save buttons will be pushed below the 
fold (maybe add a set to the top?) 

 
For the purposes of side-by-side comparison, all three ways that a student 
might see this item information are represented in one graphic. The wavy 
dotted lines indicate where the switch to a new view occurs; normally they 
would not appear on one screen like this. 
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4.2.1 Alternate View Screen Example A 
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4.2.2 Alternate View Screen B 
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5. Request Function 
 

5.1.  In order to get a broad sense of what we are trying to achieve in the 
following pages, we’ve included a rough diagram of the flow of 
information as we see it, which should give you a sense of what it is we are 
trying to solve in the problem of our requests. Some problems with 
requests include: 
 

a. We are a low residency school and fulfill requests and holds in exactly 
the same way (by mailing them to the student) so we have a unique 
task in streamlining the process so that it is seamless to students and 
efficient for us.  
 

b. There are too many dead ends where requests are unsuccessful and 
they all receive the same generic error message that doesn’t provide 
feedback to the student. 

 

c. Some screens are unneccessary to the request at hand and often 
require the student to provide information that isn’t needed since they 
cannot make that request anyway. 

 

d. Requests for items that are out do not generate any reciept for the 
student to reference later because we’ve had to create a workaround 
using the cart to solve the problem of placing holds vs. placing requests 
(which at our insistution are treated the same way). 
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5.5.1 Current Flow of Requests 
 

 
 
 
 
 

5.5.2 Suggested Flow of Requests 
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5.2. The first screen of a request has a default pick-up location of “pick-
up at the library.” As we are primarily a low-res program, the default 
should be “send to me.” Also, the user ID is a valuable identifier, but we 
would like to see the student’s name, program (via drop-down menu) and 
prefered email so that we know who we are dealing with, how best to 
contact them, and whether these are program relevant materials without 
having to look all of that information up first. 

  
5.2.1 Current First Request Screen 

 

 
 
5.2.2   Alternate First Request Screen Example 

 

 
 
 
 
 
 
 
 
 
 

5.3. Currently, students see the second “preferences” request screen for items 
that are in and they get an error message when items are out. This is 
because we have disabled holds, as they have proven problematic for us in 
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the past with our semester long due dates. If we were to re-enable holds, this 
screen would become meaningful. Of course, it is only meaningful for items 
that are out. Students shouldn’t see this if all of the items they are 
requesting are available to them. So, if items are available, this screen 
should not appear. If all or some of the items are out, then show the 
preferences screen. Our alternate screen shows roughly what we are looking 
for, and the language is not definitive.  

 
5.3.1 Current Second Request Screen 

 

 
 

5.3.2 Alternate Second Request Screen – Items Available 
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5.4 Once the preferences screen is fixed, the reciept will display the student’s 
preferences for them to reference later. Normally, if a request is made for a 
single item and that request is cancled, the student gets a quick 
confirmation of that action. In this case, we would like any canceled 
request not to go through to us, but for that decision to be noted here on 
the reciept for their reference. We have deleted some of the information on 
this reciept and added the information we requested they provide so that it 
serves as an accurate reflection of their request. We have also made some 
minor language changes, such as using “request” instead of “page” for 
consistency’s sake. Language changes are indicative of what we would like 
to change, but are not the definitive changes we would like to see yet. 

 
5.4.1 Current Request Reciept 
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5.4.2 Alternate Request User Output Screen Example 
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5.5 A different second screen is shown when a request cannot be made. 
Currently, requests cannot be made for Goddard materials that are out. 
They can still hit the request button and choose from the options on the 
first screen, then they receive this message, which does not provide them 
with any valuable feedback. The changes in 5.3 enabling holds should 
solve this problem, but there will still occationally be request errors that 
we will need to sort out. We would like any error screen, regardless of the 
circumstances, to provide useful feedback to the patron. Please keep in 
mind that the language here is an example of tone and not necessarily the 
exactly language we want to use. 

 
5.5.1 Current Failed Request Screen: 

 

 
 

5.5.2 Alternate Screen Example: 
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5.6 Though we touch on this in 3.3, we are also finding that screen 5.4.1 shows 
up for electronic resources, which cannot be reuqested at all but still have 
a request button in their records. Is this something they are able to fix 
now? We would like the request buttons on e-resources removed 
altogether, but in the meantime would like to see a message directing the 
student back to the item record.  

 
5.6.1 Example of Electronic Resources Request Message 
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6. Changes to the Cart: 
 

6.1.  We have found that layout of the cart is a bit confusing for the following 
reasons: 

 
a. The sort menu is floating there with the cart management options, but 

isn’t labeled. We also find that this sorting option is unnecessary if there is 
more information provided in the brief record. This assumes that the 
patron has seen enough of the record to decide to place it in the cart. If 
they want to see a full record again, we suggest a clickable title that will 
allow them to go back to it. The cart information really needs to be 
restricted to author/title and location/availability information.  
 

b. We like the ability to check certain items, but find that the check box could 
be used for more than just removal, helping students manage their cart in 
other ways, simplifing the functions at the top.  
 

c. Individual request buttons should be removed in favor of the larger check 
option. This leaves a single “way” to manage the cart and eliminates any 
confusion about how to make a request. 

 

d. I think I went crazy with the buttons…unnecessary? 
 

e. If the changes are made to the request function from the item records, 
then we would not need the note at the top of the screen as it would no 
longer be an option to email the librarian a list of requests. When students 
make requests from the cart, they often do not provide any identifying 
information, so we have to spend a lot of time tracking them down. The 
uniform request function in section 5 would acheive the same outputs 
regardless of how they make the request and there is consistency for the 
patron. This leaves the email function simply for email and doesn’t 
confuse it with requests. 
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6.1.1 Current Cart Screen 
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6.1.2 Alternate Cart Screen Example 
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7. Outputs to Librarians 
 

7.1. In order to understand why these requests need to be fuller and uniform, we’ve 
dedicated this section to the outputs that show up on the librarian side, either as 
an email or a report. Below is a screen shot of an “unfulfilled requests” report 
that we use to identify new requests each day.  
 
a. Adding the fuller information in section 5 saves us steps in figuring out a 

students identity at this stage.  
 

b. We need to be able to see how many copies are available. The status would 
be helpful, but the number of copies/volumes is vital. 

 
c. Students should be allowed to make item or bib level requests, not both. 

They produce different information and having two methods makes it 
harder for us to trust that the student is selcting what they actually want. 
This way, we can teach them how to do it one way. We are throwing in with 
item level requests only to simplify the issue of requesting from multi-
volume sets.  

 
7.1.1 Current Unfulfilled Requests Report Screen 
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7.1.2. Alternate Unfullfilled Requests Report  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

7.2 Our workaround to the disabled holds is to have students email their requests 
from the cart. However, because none of the student information is required strictly 
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by the system, we are often left with little to no information about the requesting 
student. This means we have to track this person down, which can take days. We do 
not want to remove the email function, as it is valuable in other ways, but as a 
requesting tool it is wrong for the job. Below is a screen shot of a request where the 
patron has offered no personal information in the email form and it came from 
celestihel@gmail.com, which in no way identifies the requester. There is no alternate 
shot because we’d like not to have this for requests any further. The below screen 
shot is simply to illustrate why this method is not working for us. 

 
7.2.1 Current Email Request From Cart 
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8. iPortal Indication of Request & Circulation Warning of Requested Item 
 
8.1.  Below is a shot of a patron’s record where the item listed as “requested” is 

not showing up on any of our reports. The reason is that this patron requested 
the item in question online. Sometime later, a different patron on location 
checked the item out. There was no indication to us that it was being held for 
someone else, and no indication to the patron who checked it out that it was not 
available in iPortal. We check the Unfulfilled Requests Report every morning, 
but if an item that has been requested is checked out by someone else before we 
run it, the item will never show up on our Request Report and we will have no 
idea that the student requested it until they complain. We would like for items 
that have been requested to show as unavailable in iPortal and to issue a warning 
to the circulation desk that the item is being held if someone tries to check it out.  

 
8.1.1. Patron Activity Record  

 

 
 

9. Conclusion 
9.1. Necessary? 
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Here is the priority list of things we’d like to see changed about the iPortal. I will have included page 

numbers in parentheses referring back to the original document we discussed at the VUG training where 

applicable. Of course, please feel free to contact me for any other clarification. 

A.) Requests & Views – all elements of this system need to be addressed as soon as possible. In the 

following order. 

1. Request Preferences Screen (p. 24) – What needs to happen here is for this screen to 

have options and to provide those options when a patron is requesting an item that is 

out. Currently, there are no options and the screen shows up for items that are available 

for page. In testing requests for items that are checked out, this screen does not show 

up at all. The options in the alternate image are not exactly what we are looking for, and 

I am working with someone to come up with exact wording, but it should be enough to 

demonstrate what we’re going for. When the time comes that you all have sorted out 

your end, I should be able to produce the exact language. Keep me posted. 

2. Remove Bib Level Requests – we need the option to request at the Bibliographic Level 

removed. To the bibliographic card, we’d like to add a note that indicates to students 

that they need to go to the item level to make a request and that if the item is an e-

book, they need to click on the link to ebrary or netlibrary. 

3. Excessive Requests/Unsatisfied Requests Reports – I’ve been working on this with 

Michaela. On our end we’re continuing to test these reports to get the right mix. We will 

not be able to do a full test until the previous issues are resolved so that we can see how 

the whole process is going to work, start to finish.  

4. Failed Request Screen (p. 27) – We need friendlier information displayed here and also 

for the diagnostic codes to be contextual so that the user can tell us what it told them, 

which they never seem to do with codes. 

5. Initial Request Screen (p. 23) – we need the default location to be “send to me”. 

6. Email to me button (p.25) – This is something that has come up since the meeting, but 

we’d like to clarify the buttons at the bottom of the receipt.  Instead of “OK” we’d like it 

to say something like “I’m finished” and instead of “Cancel” we’d like “Cancel Request”. 

We also want to know if it is possible to add another button that would allow students 

to email this receipt to themselves? 

7. Save to Cart Button (p. 17) – Patrons rarely remember to check the “Add to cart” 

checkbox and click the “Save to cart button. Tony indicated that he could make checking 

the box automatically put the item in the cart. Whatever way this has to happen, we’d 

like this to be a one click operation. 

B.) Search & Results 

1. Drop-downs (p. 7a) – there are a few issues here. First, we need to eliminate a large 

percentage of these options altogether so that our students can see the forest for the 

trees.  I need to know what the possibilities are for eliminating and/or renaming 

options. 
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2. Electronic Resources search (p. 7b) - We need to figure out which of the filters is 

referencing the 006 Type M and/or the 008 Form S so that we can rename that filter 

“electronic resources” and eliminate the special keyword search for electronic 

resources. 

3. Goddard Authors search – we would like to be able to have a filter for Goddard authors 

that draws on the 610 for Goddard College. Can this be done? If not as a contents filter, 

then perhaps as another kind of pre-fab quick search like the one discussed below at 

point 5. 

4. Quick search (p. 7d) – please move this to the top of the page, above the Keyword 

Search boxes. 

5. Date added link – Becky and I have been discussing a way to add a pre-fab search for 

date items are added to the system as a “search for items recently added to the library” 

search. We’d like this somewhere near the quick search or to discuss further some other 

options for placement. 

6. Default Sort (p. 9a) – We would like the default here to be set at publication date 

(author) in descending order. 

7. SDI (p. 9g) – please remove this button altogether. 

8. Return to previous (p. 9h) – please move this below “List of Titles” header but above 

“Save all to cart” 

9. Whitespace (p. 7c) – there’s too much of it and we need to synch it up…we can discuss 

this further when we get there. 

C.) Opening screen/Front Page 

1. Log in expiration – currently our login expiration is set at 5 min. We’d like it reset to 20 

min. and for there to be a custom target page that pops up when the session is expired 

that says “Your session has expired. Please log back in to reconnect to your account.” 

2. Login message (p.3) – we need the message asking people to log in to be bigger/bolder/ 

etc. that indicates to students that they need to log in to make requests or view their 

account. 

3. Logout link (p. 4) – We need the top right link that says “Log in” to say “Log out” if they 

are already logged in, otherwise it’s confusing. 

D.) Overall look and feel – We would like to change the color scheme to match the rest of the 

Goddard website and include the Goddard logo in the banner somewhere so that students 

always know where they are. We have not yet looked at the other colleges’ iPortals to cull ideas, 

but we’ll address those cosmetic issues once the rest of this has been addressed. 

 


