BOUNCED NOTICED PROCEDURE
FTS MAIL emails (failed TNS notices) 
1. In the IFLS assigned email accounts at your library there will be two emails with the subject FTS MAIL.   One is sending notices for hold pickups and one for overdue notices.   
2. Scroll down in the body of the email and find the letters with your library as the return address. 
3. Copy and paste these letters to word. 
4. Format the letters so that they print on one page as a letter.   
5. Print and send letter. Additionally, you may add a notice explaining that the library has a bad phone number on file.
6. Delete the email when complete. 
  
Sample Bad Phone Number Notice
  
We have recently discovered that we are unable to send notifications to you by phone. The number we have for you is either no longer current, has a full voicemail box or was temporarily unavailable. If you wish to continue this service you will need to supply us with a current phone number or email address (email is the other option for receiving notifications.) 
  
To do this, either send an email to EMAIL or call LIBRARY NAME at PHONE NUMBER. If you get our voicemail, please include your name, library card number and either phone number or email address. Also, state your preference for either phone or email notifications. 
 
  
Bounced Email notices 
1. In the IFLS assigned email accounts at your library there may be emails for bounced email notices. Find the Subject: Mail Delivery Subsystem. 
2. If the body of the email includes “Delivery is delayed to these recipients or groups,” delete the email. These emails will continue to attempt to send.
3. If the body of the email says “Delivery has failed to these recipients or groups” OR “The following address had permanent fatal errors” open the attachment to see the notice with the customer name. 
a. Some notices will not have an attachment. You can search for them by the phone number listed in the message in the Check Out (Circulation Desk) function or do a create list searching for the email address to find the customer. 
4. In the patron record, spell check the email address. Correct it if possible.
a. Name and words 
b. Dots vs. commas or semicolons
c. Formatting (@, field type, etc.) 
5. If you cannot deduce how to correct the email, cut email address from Email field. Insert message "Pickup notice to [bad email] bounced XX/XX/XX LIB/XX”. OR Insert message: “Please verify email address/cell carrier for notices LIB/initials DATE”
6. If there was only one address in email field, change Notice Preference to P (phone). While any library is free to leave messages and send a letter, we request that no changes be made to the notice preference or the email field itself (unless an obvious clerical error) in patron accounts where the home library is not their own, unless that library speaks directly with the patron. I, for one, would want another library to delete emails/texts that don’t work and change preference to phone on my library patrons so please feel free to update 

[PICTURE OF WHAT WE DECIDE TO DO IN PATRON RECORD]

7. Send Overdue and Hold notices via mail or call the customer to inform them. Do not send Courtesy notices. 
b. If calling the customer, please correct their contact information.
c. [bookmark: _GoBack]If sending a letter, add a “bad email” notice to the letter. 
8. Delete the email when complete. 
  
Sample Bad Email Library Notice
  
We have recently discovered that we are unable to send notifications to you by email. The address we have for you is either no longer current or may have been temporarily unavailable. If you wish to continue this service you will need to supply us with a current email address. 
  
To do this, send an email containing your name, library card number and your email address to EMAIL and place "CORRECTED ADDRESS" in the subject line. You may also call LIBRARY at PHONE. Until we hear from you, we will send your notices via telephone. 

Bounced Text notifications
Look for an email message stating: “Your message wasn't delivered because, despite repeated attempts to contact it, the recipient's email system didn't respond.”
Follow 3-4 above
Add a message that “Patron notified concerning text notices. LIB/initials DATE”  Ask if they would like email, phone call, or wait to see if text notices start working again and send a BCC email concerning text notice failure.
Follow 7-8 above. 
Sample Bad Text Message Notice
It has come to our attention that you cell phone carrier may no longer be supporting our method of sending text message notifications. Because some patrons may not be getting their notices consistently in the past few months, we would like to give you a few options to remedy this issue.
You may change your notification preference to email or phone call, or you may choose to wait and see if it clears up and keep an eye on your account at more.lib.wi.us. The MORE system will be purchasing a new system for text notices, but this will not be until 2025.
In the meantime, please let us know if you wish to change your notification by calling us at 715-386-3101 or speaking to a librarian at the circulation desk at Hudson Area Public Library.
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