SOLVING MICROFILM PROBLEMSPRIVATE 


IF A PATRON CAN'T FIND HIS FILM AFTER NOTIFIED IT IS HERE:

· Help patron look for the film in the patron loan film drawers by Salt Lake film number.  Also, look for the film out of order.  Look for similar film numbers it could be misfiled under. Look under the order number- it may be misfiled there. 

· Check the "Hold Shelf" on the back wall behind the counter.  If you find it there, the patron may owe a loan or renewal fee. If there is a fee slip attached, collect the fee indicated on it.  Put the fee slip in the cash drawer and record the fee on the daily finance sheet.  Show the patron where to file the film.

Other places you might check are:

· Film return baskets on the microfilm cabinets. 

· Indefinite film cabinets (filed there by mistake).

· Another patron is using it. (The patron who ordered it has first priority, so kindly ask for the film.

· Film problem bin (wire basket above the computer on the back counter in the office).

If it is past the due date, check in the following places:

· Order log to see if it has been sent back or film status in the Inventory Manager program.

· "To Record" drawer- those pulled for returning. If found, check film boxes on counter in workroom.  It may still be here.

· "Change to Indefinite" baskets on back counter in the workroom

· "To accession" or "To catalog" baskets in the workroom

 IF A PATRON SAYS THE FILM HE RECEIVED ISN'T WHAT HE WANTED:


Be sure the film number on the film box and film leader is the same as the film number on his microfilm order form.  (Ask to see his receipt or look up order card in due date file under the due date)

· If the film number on the film leader doesn't match the film number listed on his receipt or order card:

· Put the film in the labeled "Film Problems" located above the staff computer with a signed & dated note attached explaining the problem.  The Technical Services Coordinator will send a Microfilm Action Request (MAR) to correct the problem. The correct film will eventually be sent, ask the patron for their patience and apologize for the inconvenience.

· If the number on film leader matches the number on the order card:
· If the film number is correct, is there an item number? 

· If he made an error in copying the film number, encourage him to double check film numbers when ordering.

· Be sure the patron went all the way through the film to the end. Sometimes the item he wanted is further on the roll. Sometimes YOU have to check the FHLC to be sure there are not more items on the roll of film than the patron thought.  Also check the patron’s receipt for an item number.

· If he checked the whole roll and didn't find what he ordered, ask the patron where he got the film number.  Go to the source (FHLC, Parish and Vital Records List, Batch Number Index, or film register).  Help him find the entry and determine the correct film number.  Encourage the patron to always check the number in the Family History Library Catalog 

· If he picked up a book call number as a film number, teach him that book call numbers have letters in them.

· If he ordered the wrong film, the patron will need to reorder the film, using the correct film number and pay the loan fee again.  (We are charged for both films.)  Teach him how to fill out the order form correctly.  Suggest that he print out the Family History Library Page where the number is located and staple the pink copy to the print out.
· If the film number ordered was correct, but it doesn't have the correct material, put the film with a detailed note in the film problems bin and the Technical Services Coordinator will take care of it.  Ask the patron to be patient and we will contact him when the proper film comes in.
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