
From Trouble Ticket to Learning Opportunity

• What were you doing when you got stuck?
• What URL/screen/action were you on?
• What sequence did you take to get there?
• What error messages did you get, if any?

• Follow the same sequence as before; do you 
get the same results?

• Use the same browser/OS/device as before, 
then try others - same results?

• Is it broken or is it working as designed (but not 
as you expected it to)?

• Is that system having issues, or a system it 
relies on (not Alma but “the internet”)?

• Harvard documentation
• Product documentation / in-system help
• Related listservs & forums
• Web search (“just Google it”)

Recreate 
the Issue Submit a 

ticket if 
needed

Write 
down 
what 
you 
did.

You also learned more about the
system by asking questions and

documenting your answers.

Part of learning a new library tool or platform is determining what to do when you’re having trouble with it. 
LTS can support you best when you document the issue thoroughly, and you learn more about how the 
system works by answering these troubleshooting questions.
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