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Notices, what notices?
When do they go out?
Delivery methods - how it’s determined?
Languages
MessageBee?

* Reporting

* Failures

» Searching/Verification of Notice Sent

 Templates

* SMS Messaging
How to Contact
Q&A




* Holg

0)
0)
0)
0)

What do we send notices for?

d Pickup
'd Reminder
d Cancellation

d Expire

* Courtesy/Overdues

* Courtesy sent 2 Days prior to due
date

* 1stQOverdue sent after 7 days

« 2" Qverdue sent after 21 days

Bills - After 42 days from due date




Notice Schedule

6:00 AM - Hold Cancellation & Hold
Expiration

Schedule 8:30 AM - Courtesy

9:00 AM - Bill

11:00 AM - Overdues

NERREIE . 2:00 PM - Hold Pickup

' 5:00 PM - Hold Pickup Reminder




Delivery
Method

How do we send notices?

* Bills (Email and *Print)

* Holds (SMS, Email and Voice)

* Courtesy (SMS and Email)

* Overdue (SMS, Email and Voice)

*Bill notices are the only notices that are
sent in print and only if the patron doesn’t
have an email address in their record.




Phone calls are in English only
Email and SMS are sentoutin 3
languages

* English

Languages * Spanish

* Polish

WorkFlows > Modify User >
Demographics tab > Language

Wording is determined by the library
In MessageBee

* Default wording can be found at
https://support.swanlibraries.net/d
ocumentation/64674



https://support.swanlibraries.net/documentation/64674
https://support.swanlibraries.net/documentation/64674

Delivery Method - SMS

Basic Info Privlege Demographics Addresses Extended Info SMS Notice Contact Info  User groups

Phone Numbers
=
Label Country Phone Number e Hold Pickup
Notice Notice
My Cel|| United States ~ | 1234567890 [} a
4 Catalog Home » My Account » Text Message Settings
M Checked Out Titles B
There are 2 places SMS notices ol arts 3 Text Message Settings
» LIDDY
. » Boundless Phone Label (ex. my .
Ca n b e a Ct I Va te d : Titles On Hold cell) Phone Number Country Code Alerts to Receive
'PhysicEI'MateriaISB | TEST -1 | | 999999999 | ‘ United States +| E0verdue Notices
» Libby EHold Pickup
* WorkFlows under the SMS R

Notice Contact Info tab

Recommended For You
» Titles You Rated [[J

* Aspen > Account Settings > el 0

Your Lists
Your Searches

Text Message Settings oy @

Your Preferences
Contact Information
Text Message Settings
Linked Accounts
Reset PIN

Libby Options
Boundless Options




Delivery Method - Phone

* Found under the Demographics tab in WorkFlows

MNotice Preference: PHONE w

 "PHONE is the only selection our notice process will
look at in the Notice Preference drop-down field. All
other values have no bearing on notice generation.

* Must also have avalid phone # in the PHONE field
under the address tab




Delivery Method - Email

ALT_PHONE - ||
EMAIL + Imyemail@yahoo.com)|
BUS/SCHOOL W I

*Found under the Address tab




Delivery Method - Holds

1. SMS preference? Send SMS Text

SWAN Notice Dialer
(no reminder)

2. Phone preference?

Hold Pickup Notice &
Reminders

3. Email in record? Send email

No notification,
4. None of above ——— patron must rely on
checking My Account

https://support.swanlibraries.net/documentation/64674




Delivery Method - Holds Cancellation

Email in address Send Email

Hold Cancellation

No notification,
patron must rely on
checking My Account

No Email

https://support.swanlibraries.net/documentation/64674




Delivery Method - Courtesy

Send SMS Text

Courtesy Notice Send Email

No notification,
patron must rely on
checking My Account

3. None of above

https://support.swanlibraries.net/documentation/64674




Delivery Method - Overdues

Yes

1. SMS preference? s Send SMS Text

2. Phone preference? BGHEER SWAN Notice Dialer

(15t Overdue only)

15t & 2nd Qverdue
Notice

Y
3. Email in address — Send Email

1N0

No notification,
patron must rely on
checking My Account

4. None of above

https://support.swanlibraries.net/documentation/64674




Delivery Method - Bills

Email in Yes

Sddress Send Email

Bill Notice | No

Yes Print bi” Sent

Mo el through Unique

https://support.swanlibraries.net/documentation/64674




Notices - Notice Failures Part 1

* Notices that failed to be delivered will be included in a report digest
emailed to your library.

* The digest is delivered to each library's aliased
abc@swanlibraries.net email address

* The failures are included as an attachment in an Excel spreadsheet

B C D E F
Phone Barcod Reason Date Communication Name
null 530 5.1.1 The email account that you tried to reach does not exist. Please try double-checking the recipient's email address for t 2023-04-18T16:19:00.161Z SWS - 1st Overdue
o null 5505.2.1+ ... Addressee unknown, relay=[ ] 2023-04-18T19:19:18.2727 SWS - Hold Pickup
lnull 452 4.2.2 The email account that you tried to reach is over quota. Please direct the recipient to https://support.google.com/mail 2023-04-18T719:19:15.456Z SWS - Hold Pickup

2023-04-18T19:19:07.8417 SWS5 - Hold Pickup SMS

Carrier Rejected as Invalid Destination Address
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Notice Preference - Quiz

1: A patron has an email address and PHONE in their Notice
Preference field. They don’t have any SMS selections. What type of
notice would they get for hold pickup and overdue notifications?




Notice Preference - Quiz

1: A patron has an email address and PHONE in their Notice
Preference field. They don’t have any SMS selections. What type of
notice would they get for hold pickup and overdue notifications?

A: They would receive a phone call for both.




Notice Preference - Quiz

2: The patron doesn’t have PHONE in their Notice Preference field.
They have an email address in the email field under the Address tab.
Under the SMS tab overdues is checked, but holds aren’t. What type
of notice would the patron receive for each?




Notice Preference - Quiz

2: The patron doesn’t have PHONE in their Notice Preference field.
They have an email address in the email field under the Address tab.
Under the SMS tab overdues is checked, but holds aren’t. What type
of notice would the patron receive for each?

A: They would receive a text message for courtesy and overdues, but
email for their hold pickup notices.




Notice Preference - Quiz

3: The patron is being sent a bill notice. They do not have an email
address in their user record. Will they receive a notice and if so which
one?




Notice Preference - Quiz

3: The patron is being sent a bill notice. They do not have an email

address in their user record. Will they receive a notice and if so which
one?

A: Yes, they would receive a print notice.




Notice Preference - Quiz

BONUS: The patron doesn’t have any selections under the SMS tab,
nor a selection of PHONE in their Notice Preference tab nor an email
address in the email field. How would the patron be notified for

available holds and overdues?




Notice Preference - Quiz

BONUS: The patron doesn’t have any selections under the SMS tab,
nor a selection of PHONE in their Notice Preference tab nor an email
address in the email field. How would the patron be notified for

available holds and overdues?

A: They would need to check in their online account either through
Aspen or the SWAN + Library app.
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What is MessageBee?

* MessageBeeis a service by Unique that sends the notices generated in SWAN
to your patrons.

* Each library has their own MessageBee portal which allows library staff to:
« Gather statistics on notices

» View failures at a quick glance

« Search on patron notice history

* Modify your library’s notice templates

* Communicate with patron via text messaging

* URL: https://app.messagebee.uniquelibrary.com



https://app.messagebee.uniquelibrary.com/

MessageBee - Home Page

Transactional

Al Email | SMS | Voice Aug 20 | Teday  ‘Yesterday Last 7 Days

Total Motifications Success Rate Engagement Rate

58 100% 9%




MessageBee - Statistics

Transactional

Transactional

All +

B0
55
50
45
40
a8
E 20
28

20

0~
fug 12

Total Motifications

394

1
Aug 13

Marketing Search Downloads
Aug 13 - Aug 20 Today | Last7 Days Custom
Success Rate n Engagement Rate
View Details 99% View Details 4% View Details
Successful Notifications Sent
SuUCCess
1 1 I I
Aug 14 Aug 15 Aug 18 Aug 17 Aug 18 Aug 18




MessageBee - Statistics (Broken down by
notice)

Channel | Notification Type | Communication Days | Weeks | Months Export Results

Date Sent Delivered Failed OptOut Opens Clicks

BVD - 1st Overdue

08/12/2025 2 2 0 0 2 0
08/13/2025 2 2 0 0 2 0
08/14/2025 1 0 1 0 0 0
08/15/2025 6 5 1 0 1 0
08/16/2025 2 2 0 0 0 0
08/18/2025 3 3 0 0 3 0
08/19/2025 1 1 0 0 0 0
Total 17 15 2 1} 8 0
BVD - 2nd Overdue 10 10 o 1] 5 0
BVD - Bill 6 6 o 1] 4 1
BVD - Courtesy

08/12/2025 9 9 0 0 5 0
08/14/2025 3 3 0 0 2 1

08/15/2025 4 4 0 0 4 Q




MessageBee - Notice Failures Part 2

Date

08/16/2025 02:34 pm

08/18/2025 09:04 am

08/17/2025 05:09 pm

08/16/2025 05:24 pm

08/16,/2025 05:24 pm

08/16,/2025 09:09 am

08/15/2025 02:11 pm

You can search MessageBee’s help for “failure and error

Email/Phone

Library Acct. #

Communication

PF5 - Hold Pickup

PFS - Courtesy SMS

PFS - Hold Pickup Reminder

PFS - Hold Pickup Reminder

PFS - Hold Pickup Reminder

PFS - Courtesy

PFS - Hold Pickup SMS

codes” to learn what each reason means

Reason

Opt out

Carrier Regjected Message

550 5.5.1 Recipient rejected - O...

Opt out

Opt out

550 5.1.1 The email account tha...

Invalid phone number.




MessageBee - Searching

Transactional

All v

Search By
Library Acct. # All

Date
e

07/28/2025 09:05 AM

07/28/2025 09:05 AM - Sent
07/28/2025 09:16:34 AM - Delivered

Page 1

Email/Phone

Marketing

Library Acct. #

Search

2025-06-01 ~ 2025-08-05

m Advanced Filters w

Channel

SM5

Communication

C5D Courtesy SMS

X

Downloads

Today Last 7 Days Custom
Export Results
Final Status Preview
Delivered =

Previous 1




MessageBee - Searching

AI I ¥ 2025-06-01 ~ 2025-08-05 X Today Last 7 Days Custom
Search By
Library Acct. # All | Bxact Advanced Filters Export Results
Date Email/Phone Library Acct. # Channel Communication Final Status Preview
(-] 08/04/2025 11:19 AM - Voice OLS - Overdue Phone Delivered ]

08/04/2025 11:19 AM - Sent
08/04/2025 11:24:42 AM - Delivered




MessageBee - S

Transactional

All ~

Search By

Library Acct. # All | Exact
Date Email/Phone

(-] 08/04/2025 11:19 AM

08/04/2025 11:19 AM - Sent
08/04/2025 11:31:10 AM - Delivered
08/04,/2025 11:41:20 AM - Open
08/04,/2025 11:59:55 AM - Open

(+) 07/21/2025 11:15 AM
(+) 07/14/2025 08:49 AM
(+) 07/12/2025 09:05 AM

(+] 07/11/2025 05:29 PM

earching

Marketing Search

2025-06-01 ~ 2025-08-05 X

m Advanced Filters ¥

Library Acct. # Channel Communication
Email GVD - 2nd Overdue
Email GVD - 1st Overdue
Email GVD - Courtesy
Email GVD - Courtesy
Ermnail GVD - Hold Pickup Reminder

Downloads

Last 7 Days

Final Status

Delivered

Delivered

Delivered

Delivered

Delivered

Custom

Export Results

Preview




MessageBee - Patron Says they Aren’t
Receiving Notices

* Search in MessageBee first to confirm delivery. If MessageBee shows
they opted out the block would need to be removed from
Communication Preferences

Communication Preferences Report

B . . . Search By
See your customers’ communication preferences, and modify them if necessary. Mo Preferences Email notices@swanlibraries n@ m
Email Phone Marked as Spam? SMS Opt Out? Last Updated Modify
0 051272025, 02:29 PM =

0B/10/2023, 11:44 AM =

Page 1 Previous 1 Mext




MessageBee - Patron Says they Aren’t
Receiving Notices

* Ask the patron if they’ve blocked any phone #s or email addresses

and verify.
* You can find voice and SMS phone numbers at:
swanlibraries.net/documentation/94308
* The patron may be receiving notices via a method they don’t
normally use or often check. Offer to switch them to another
delivery method. For instance from SMS to email.



https://support.swanlibraries.net/documentation/94308

MessageBee - Templates

* Modifiable templates are available for email and SMS and for each
notice type. For instance libraries not only have an email template
for their 15t overdue notices, but another email template for 2nd

overdue notices.
* Are accessible via your library’s full access login

* Libraries can modify the subject, menus, notice text and add
banners to both the header and footer in email templates

* For other changes libraries can contact Unique directly
* Example: Updating the footer




MessageBee - Templates

r' PUBLIC LIBRARY .
— * Blue - Library’s can update on
o their own

* Yellow - Ask Unique for
assistance

HOLDS READY FOR PICKUP:




essageBee - Templates

4ST.CHARLES N
4l puBLIC LIBRARY eCAROL STREAM

PUBLIC LIBRARY

Library Website | Library Catalog | My Account
Library Website | Library Catalog | My Account

!

Hello

e

The following items are overdue.

ITEMS OVERDUE:

o

Hello

by Call Number:
Item Bareode:

Your holds are ready for pickup.

Chechout Location Due Date

Invalid DateTime

If you no longer want these items, please cancel your holds online.

Have a question?
Get in touch

HOLDS READY FOR PICKUP:

N EW! by Call Number:
Download the e Imald ateTime
Library App

Have a question?

Access the library catalog and your account anytime, anywhers!
Get in touch




MessageBee - Templates

* For SMS libraries can update the notice text

Transactional SMS Templates

From:

Reminder: Your holds are ready for pickup. Check your online account for details.




SMS - Messaging

* Library staff can communicate with patrons from the MessageBee
portal via SMS

* An icon towards the top of the screen will indicate unread messages




SMS - Messaging

Transactional

2 Way SMS

8/6/2025, 3:59:23 AM -ﬂ View recent notification

| barely made it because my computer has no battery
and | couldn't locate the charger

8/1/2023, Z:57:54 PM ﬁ
Are my books late

8/1/2023, Z:24:4% PM 'ﬂ
Thank you

7/31/2023, 2:40:19 PM 'ﬂ
Okay

7/31/2023, 2:40:19 PM
Start a new conversation v

v [ o  sen




MessageBee - Contact Unique

* Click on the icon with a question mark in the circle.

N Reports Transactional SMS 1@ &8

 This will take you to Unique’s help pages. From there you can open
a new support ticket. 2. MESSAGE BEE vecsessen rom e

Solutions.

How can we help you today?




Open a ticket with SWAN

Notifications

Request assistance with the MessageBee notification platform including reports and statistics, templates, or following up on failed notices.

Ask a general question

Request a change to notifications

Contact Unique

Book a MessageBee consultation

@ Ask a question on the forums




Questions?
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