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Is the paper
paywalled?

Does the institution
have a subscription
to the article?
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User on institution’s
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Go through this checklist*:

1. Are the user’s credentials active?

2. Does the user have remote access
privileges?

3. Do they have a Two-Factor Authentication/
Multi-Factor Authentication setup?
#3 only applies if your institution has
2FA/MFA setup.

*User must meet all the requirements

N

User meets all
requirements on
checklist?

Expected
behaviour NO

YES

Is the user using
the VPN application
correctly?
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Read Mobile or
Read Web?
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Automatic proxy
or manual login?
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MANUAL LOGIN
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Does “Save and
Log In” option work?
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Retry the article
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UNSUCCESSFUL

SUCCESSFUL

' Contact Support. Please provide
A4 the following information:
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Library to resolve Issue resolved

1. Full name of institution
2. PMIDs of the articles the
user is having issue with

Librarian Troubleshooting Process

This flowchart maps out the troubleshooting process when a user experiences R d
issues accessing full-text. By completing all of these steps and providing us the e O
A\

necessary information, you help us resolve the issue for you much faster. by QxMD




