
Turning 
Rocks Into 
Diamonds 
GALILEO Troubleshooting



Stop us for 
questions any 

time! 



GALILEO Troubleshooting Categories 

• Troubleshooting basics: Mike

• Authentication and Access: Russell

• Useful user facing tools: Jef 

• Administrative know how: Mike



Troubleshooting Basics 

• Error messages

• Screen captures

• GALILEO Support Request Form 



Error Messages / Screenshots

• When submitting support tickets, please include an error if you're receiving one. 

• Be as detailed as possible in the ticket, including steps to replicate the error, and if the error 

is for on-campus or off-campus users. 

• Are others receiving the error too or only you?

• Is the error happening for a particular item? If so, please include the details about that item 

(title, permalink to item, etc).

• While it’s helpful to know what the error says, it's even better to have a screenshot. A 

screenshot will allow us to know what service / vendor is giving the error (e.g.: GALILEO, 

EBSCO, OpenAthens, etc).

• You can also take a screen capture of the workflow to receive the error.

• Windows and Apple have their own screenshot tools, but free tools are: SnagIt 

(screenshots) Lightshot (screenshots), TechSmith Capture (screenshot and screen 

capture), and TinyTake (screenshot and screen capture). 



Error Messages / Screenshots



GALILEO Support Request Form



Useful User Facing Tools 

• Express Links

https://www.galileo.usg.edu/pub1/sharable_links/full

https://www.galileo.usg.edu/pub1/sharable_links/full


Useful User Facing Tools 

• Embedding GALILEO Search Widget

https://www.galileo.usg.edu/pub1/embed/full

https://www.galileo.usg.edu/pub1/embed/full


Useful User Facing Tools 

• Embedding / Linking to Bento Boxes



Useful User Facing Tools 

• Embedding / Linking to Bento Boxes



Useful User Facing Tools 

• Embedding / Linking to Bento Boxes



Useful User Facing Tools 

• Express Links for specific Databases



Useful User Facing Tools 

• New! Capturing links to items (eBooks, articles, etc.) in the new EBSCO User Interface

https://connect.ebsco.com/s/article/Sharing-Articles-and-eBooks?language=en_US

https://connect.ebsco.com/s/article/Sharing-Articles-and-eBooks?language=en_US
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Authentication and Access

• OpenAthens resource setup workflow

• OpenAthens redirector link generator 

• SSL Certificates 

• Vendor timeouts / Session timeouts 

• Asked to login on site/in the library/IP Updates 



OpenAthens Resource Setup

• As simple as a support request to GALILEO 

• Your tasks: 

• If proxy: share your proxy IP with the vendor 

• If federated, share the following info with vendor: 

• EntityID

• Scope 

• OpenAthens ID 

• FYI, but can be challenging to interpret: 

• https://www.openathens.net/compatible-providers/?search=&langs%5B%5D=en

https://www.openathens.net/compatible-providers/?search=&langs%5B%5D=en
https://www.openathens.net/compatible-providers/?search=&langs%5B%5D=en
https://www.openathens.net/compatible-providers/?search=&langs%5B%5D=en
https://www.openathens.net/compatible-providers/?search=&langs%5B%5D=en


Preferences>Organization



Need to make a link “Athenized?” 

• If you capture a link, test it, and it isn’t prompting for offsite access: 

• https://go.openathens.net/generate/

• Choose your institution 

• Enter the current link/capture the new link

• Test 

https://go.openathens.net/generate/
https://go.openathens.net/generate/


I got a scary e-mail from OpenAthens and it 
sounds scary
OpenAthens Functions At Risk - Local Connection Certificate Expiry 
noreply@openathens.net

We are getting in touch to talk to you about your local SAML directory connection called YHC 
Azure. The certificate for this connection is due to expire on 07 June 2025.

We recommend that you contact your IT team or the group responsible for your local 
directory regarding this to ensure any associated certificates are updated. Once this 
certificate is updated within your local directory you can follow the below steps to ensure this 
is also updated within the admin area.

1. Go to 
https://nam02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fadmin.openathens. 

2. Select the previously mentioned local directory connection from the list on the left

3. If the 'metadata URL' field is empty, request this from your IT team

4. Click the refresh icon next to the 'metadata URL' field

mailto:noreply@openathens.net


SSL certificates 

• A piece of the connection between your institution’s identity system and OpenAthens 

that enables encryption and keeps everything secure 

• “Certs” as we call them,  need to be updated periodically 

• This is usually a VERY simple process 

• We do involve your local IT staff 

• What to do? If you get this e-mail do you?

• A: Email Russell immediately? Or 

• B: submit a GALILEO support request 

• We get/see the emails, too, but it never hurts to be proactive 



Vendor timeouts 

• OpenAthens Session: 8 hours 

• EBSCO Session: 20 hours

• ProQuest Session: 30 minutes, 5-minute warning 

• Ebook Central 30 minutes, 5-minute warning 

• There was a problem last year that made it seem as if you had timed out before you 

even entered the database (K-12, PK-12) but that has since been resolved 



Patrons are asked to log in to a database while 
in the library. Why???
• 99/100 there is a new IP or IP range that needs to be added 

• Check with your IT staff 

• Submit a GALILEO Support request 

• There can be issues with accounts and other problems 



Administrative Know How 

• Adding local content to GALILEO & Discovery (Search)



From the Audience Survey: 

• Incorrect citations generated by EDS's "cite" feature 

• ProQuest eBooks not loading directly from a GALILEO search 

• Customizing searching options, the former process was more user friendly 

• Incorrect citations generated by EDS and Primo; incorrect e-resource coverage information

• We have occasionally come across issues with logging in off site for our patrons

• Search engine still include things not wanted. Full text docs are not always full text

• The new look of GALILEO has led to some issues with narrowing down searches, such as page 

limits. After reaching the initial search results page, getting back to the page where you can 

narrow further the results is difficult and often leads to loss of search results or having to start 

over 

• Looked into page limits—not in EDS, but in some EBSCOHost databases (Academic Search Complete)



ProQuest eBooks 



Why the extra clicks?

• Ebook Central is not natively available for activation in the EBSCO Discovery Service 

• We manually add it and update it using a “custom catalog” 

• Uses intermediary service called Full Text Finder as the link resolver 



Citations 

• The computer-generated citations are only as good as the metadata in the record 

• A LOT of metadata from different publishers 

• Suggested to EBSCO: This is a good use for an AI based tool 

• Under consideration 

• User education: 

• A head start, guidance, not a final product 

• With any computer-generated citation information, users should check against the source of 

truth (manual) prior to submitting work 



Limit by number of pages/page length

• Not available in the EBSCO Discovery Service 

• Not sure that it ever was? Again, metadata….lots of it, can make it difficult to reconcile that 

level of granularity 

• It is available in some EBSCO databases 

• Example: Academic Search Complete



Page Limits in Academic Search Complete



Starting Over

• Use native navigation buttons: bento and classic 

• In both bento and classic, the back button shouldn’t erase previous searches/results



Questions?
• russell.palmer@usg.edu

• jef.whatley@usg.edu

• mike.white@usg.edu

mailto:Russell.palmer@usg.edu
mailto:Russell.palmer@usg.edu
mailto:Jef.whatley@usg.edu
mailto:Jef.whatley@usg.edu
mailto:mike.white@usg.edu
mailto:mike.white@usg.edu


GALILEO Support Request Form
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