
16 Wing Drive -- Suite 212     •    Cedar Knolls, NJ  07927     •      (973) 862-4606     •     www.mainlib.org 

Last Updated: June 27, 2017 

TECHNICAL SUPPORT 

During normal business hours, technical support is available by submitting a ticket, emailing a MAIN employee 
directly, or calling a MAIN employee directly. Normal business hours for the MAIN central office are: 

Monday - Friday 8:30 AM – 6:00 PM 
Saturday/Sunday Closed 

If we do not acknowledge your ticket or email in a timely manner, please give us a call at (973) 862-4606. 

SUPPORT AFTER HOURS 

MAIN personnel have a limited ability to provide technical support after 6:00 PM during the week and on 
weekends. The MAIN office will attempt to assist wherever possible, but members are asked to only expect 
feedback or resolution during non-regular hours when tickets concerning critical technical support issues* are 
opened. 

Technical support tickets can be submitted in normal fashion 24 hours a day, seven day per week. However, when 
opening a ticket for a critical issue during weekday evenings and weekends where you need assistance as soon as 
possible, the following steps should be observed: 

1.) Identify and be able to describe the problem. 
2.) Check email to ensure there has not already been an announcement about a consortium-wide issue. 
3.) Submit a technical support ticket in the usual fashion. 
     (Skip this step if you do not have an Internet connection.) 
4.) Call the central office at (973) 862-4606. The automated prompt will state that the office is closed. 
5.) Dial extension 900 and leave a message stating: 

a.) Whether or not you were able to submit a ticket 
b.) A brief summary of the problem 
c.) Whether or not you have access to email 
d.) Your name and the library’s name 
e.) The current date and time 
f.) The best time and number at which to call you 

6.) A MAIN staffer will call or email you back. 
7.) If you do not receive a response within 30 minutes, please repeat steps 4 and 5. 

* = Please note that common “critical technical support issues” include:
 The network is down.
 The inability to connect to Polaris throughout the library.
 A DeepFreeze or other issue has frozen most if not all public computers.
 There has been a systemic virus or data breach.


