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Common Issues and Solutions

Patron Experience Possible Problems Possible Solutions

In Hoopla, but getting 
error message that 
something is wrong with 
their account and to 
contact the library.

● Patron card is expired
● Patron was issued a new 

card.
● App settings are incorrect 

or missing information.

● Update patron record in Sirsi 
WorkFlows. 

● Instruct the patron to change/add the 
card # in the Hoopla’s Settings, 
under Library Settings.

Cannot access 
Libby/OverDrive 
account.

● Patron card is expired
● Patron was issued a new 

card and duplicate records 
exist.

● Update patron record in Sirsi 
WorkFlows.

● Place a Track-it with PALSPlus to 
have records merged.

Can’t login to Hoopla. ● Credentials entered 
incorrectly.

● Patron forgot password.

Check credentials. If correct, change 
password in Hoopla’s Personal Settings 
from a device already logged in. If logged 
out on all devices, email Hoopla.



When the 
UserName or 
Password is 
entered 
incorrectly.



Check 
WorkFlows for 
expired card or 
Hoopla 
Settings to 
enter correct 
card #.



Hoopla Settings



Error in Libby 
when Card is 
Expired.



Check for Privilege Expiration in WorkFlows



Alerts also show user privilege expiration



A Note About Kindles and libbyapp.com



Any Tech Issues: 
Basic Tips for Solving Many Tech Problems

● Google it!
● Reboot the device. (Shut down, wait 20 seconds, turn on.)
● Log out and back into the app.
● Look for updates to an app/software.
● Uninstall the app, reboot the device, and reinstall the app.



Digital Resources for Tech Help

Email Hoopla with specific patron problems: 
resources@hoopladigital.com

Hoopla: https://resources.hoopladigital.com/

OverDrive: https://resources.overdrive.com/

Libby: https://resources.overdrive.com/libby/

Troubleshooting with OverDrive by platform: 
https://help.overdrive.com/en-
us/categories/troubleshooting.htm

Scan QR to go to 
Padlet with links 

to Digital Services 
Resources



When you get a call for help:
● Assess if the problem can be resolved over the phone or when a patron walks in. Get this 

information:
○ What is the problem being experienced?
○ What error messages are being seen?
○ What database, service or app is being problematic?
○ What is the device (Make, Model, and version?)
○ What operating system is being used (MAC, iOS, Windows, Chrome?)

● If the problem cannot be immediately resolved, make an appointment. Make sure the patron brings 
the following:
○ The problematic device (charged or with charger.)
○ Passwords and/or PIN #’s
○ Any other relevant account information
○ Email account information
○ Library Card

● Bring the following to an appointment:
○ iPad, Phone, laptop in order to look up information (Google it!)
○ Paper and pen to write down any steps or account details to send home with the patron
○ Be sure to to tell the patron that they will need to be patient as you troubleshoot. We see various types of 

devices and platforms and each problem can be unique.




