	Gemini is an issue tracking system that functions on the premise of individual issue tickets that can be opened, interacted with, collaborated on, and ultimately closed as issue resolution occurs. For the purposes of BHL, these issue tickets are created by users when they submit feedback on the BHL website. 
	When a user submits feedback using the feedback form on BHL, that feedback is automatically entered as an individual issue, or ticket, in Gemini. This feedback will contain information such as the user’s name, email address, and the particular issue the user wishes to bring to BHL staff’s attention, all of which are supplied from specific fields in the feedback form itself. 
	Once an issue is created in Gemini from this feedback, there are several fields that BHL staff can update in order to categorize, indicate progress, and assign these issues. For instance, in the Components field, issues can be identified as a particular type of feedback, helping other staff comprehend at a glance what general type of task will be required to resolve the issue. In the Status and Resolution fields, staff can specify  the progress of an issue throughout its lifecycle. Staff also have the ability to specify the level of priority for any one issue, which allows issue assignees to prioritize the issues assigned to them according to the severity or urgency of the feedback. 
	Finally, issues can be assigned to one or more specific staff members. These staff members are called Resources, and the list of resources available to assign to issues is created from a list of BHL staff representing each BHL member institution. Each resource has his or her own user name and password, through which they can login and interact in Gemini. The updates performed are linked to the specific people performing them by these logins. 
	Due to the collaboration and complication of many of the tasks required to complete issues, particularly when the tasks are dispersed across a wide range of institutions around the world, it is necessary for staff to be able to communicate with each other within Gemini regarding the tasks assigned to them. Thus, another aspect of Gemini, the Comment fields, becomes very useful. With the comment fields, Gemini functions in many ways like a wiki, allowing staff to enter messages regarding the steps they are taking to resolve an issue, or leave instructions or messages to other BHL staff involved in a particular issue. Through the login information mentioned above, these comments are identified according to the Gemini user who creates them. Therefore, Gemini becomes a very useful place to keep track of all conversations taking place regarding specific issues in BHL. 
	While all of the features described above are extremely useful, perhaps the most vital aspect of Gemini for the practicality of its use in the everyday work of staff is the email notification system. An email address is associated with each user in Gemini. Gemini’s email notification system sends email alerts to these email addresses whenever a user is assigned to an issue, or whenever an issue that a user is assigned to is updated in any way. This makes it incredibly easy for staff to not only keep track of the issues assigned to them, but to also know when new developments on the issue have occurred, which may require new or additional action on their part. Without such a system, it would be nearly impossible for staff to realistically keep track of all issues assigned to them and the many changes that occur to those issues.
	For Gemini to properly function for BHL, it was necessary to have Gemini moderators who perform the initial triage of issues and also monitor the progress of an issue to make sure that it is resolved. These moderators receive email alerts whenever any new issue is created in Gemini, or whenever any changes are made to any issues in Gemini. They are responsible for reading all feedback that enters Gemini, updating it according to the initial component, priority, status, and resolution types, and assigning to specific staff members. They also monitor the progress of all issues, and should moderating comments or reassignment be necessary, they will perform these tasks. 
Moderators are also responsible for initial personal communication with users. While there is a patent automatic email that is sent to a user from the BHL site itself when feedback is submitted, knowing that typical user behavior involves a desire for personal interaction, the moderators also communicate with users directly to let them know that their feedback was received and what initial specific steps are being taken to resolve it. 
To demonstrate the application of Gemini for responding to user behavior in a digital library, it is useful to walk through the life of an issue from inception to resolution. Therefore, the demonstration begins with the submission of feedback by a user on the BHL website.
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This example feedback, which alerts staff to the fact that one of the volumes held within the BHL collection is missing pages, will automatically be added to Gemini as a new issue as soon as the feedback form is submitted. Additionally, as described above, BHL Gemini moderators will receive an email as soon as this feedback creates a new issue in Gemini. Upon reception of this Gemini Alert email, the moderators will access the issue in Gemini.
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The first step for the moderators is to verify the issue submitted. Thus, in this example, staff will access v. 21 of Transactions of the Kentucky Academy of Science in the BHL collection to confirm that pages 50-51 are indeed missing. 
However, as this example will demonstrate, issues submitted to Gemini are rarely of a simple, one-action required type. A seemingly straightforward problem often burgeons into something much more complicated. To demonstrate, consider the issue outlined above. As moderators investigate the missing pages, they realize that this serial title is missing some volumes in the run. BHL strives to eliminate such gaps in the collection. Therefore, this issue no longer a simple rescan situation, but it is now also a collections gap-fill issue. 
After the user feedback has been verified, and all further issues have been determined, the next step for the moderators is to determine who should be assigned to the issue. In the case of problems with scanned content, the issues are always assigned to the institution that scanned the item. Therefore, to address the user’s specific complaint, BHL moderators will ascertain the scanning institution and then update and assign the issue accordingly. 
To address gap-fill situations, moderators need to determine which partner institutions own the missing volumes and assign the issue to these colleagues as well as the colleagues at the institution that scanned the offending volume. 
To begin updating an issue, the moderators will first enter a comment indicating that the user feedback has been verified, outlining any additional problems that were identified, and directing a message towards the colleague(s) that will be assigned to the issue. Such messages recommend a course of action for assigned colleagues to take in order to rectify an issue.
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Next, moderators will update the issue to indicate what type of feedback it is, who is assigned to the issue, the status of the issue, and the priority of the issue.
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Finally, using the email address submitted by the user at the time of issue creation and a special email account set up for the explicit purpose of replying to user feedback, Gemini moderators will send an email to the user confirming receipt of their feedback and describing what steps will be taken to resolve it. Staff assigned to issues are responsible for any additional communication with the user that might be required at a later time.
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As soon as a staff member is assigned to an issue, they received an email alerting them to the fact. They can then sign in to Gemini, read the indicated comments, and take the necessary actions in order to resolve any problems. As they perform tasks, they will add new comments indicating as much and will update the issue’s status, resolution, and any other necessary fields as required. 
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It often happens that a staff member assigned to an issue is not able to perform the actions necessary to rectify it. In such instances, the staff member will leave a comment indicating exactly what tasks they cannot perform. Everyone assigned to the issue, and the Gemini moderators, will receive email alerts when these comments are created. Gemini moderators will then find alternative colleagues to assign to the issue to perform whatever actions previous assignees could not.
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When the issue is finally completed, the staff member who performs the last task needed for issue resolution will create a comment affirming positive issue completion and will update the issue as closed and complete.
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