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During this session, we will cover:

• How holds work in the 
Symphony ILS

• How patrons place and 
manage holds

• Managing holds in WorkFlows
• Holds reports in BLUEcloud 

Analytics (BCA)
• Common holds issues and 

how to fix them
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How Holds Work in the 
Symphony ILS



What are holds? Why have them?
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How the system knows to allow a hold

Item Type 
(28DAY)

Item Library 
(BELGRADE)

User Profile
(BEL-PUB)
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Belgrade Library’s hold matrix:
1. Belgrade
2. Bozeman
3. Manhattan
4. Three Forks
5. West Yellowstone

Item is on
the shelf

Item 
library is 

open

Item 
library is 

highest in 
matrix

How the system chooses an item
to fill a hold



A wrench in the works
• Scenario: Belgrade’s onshelf 

items list contains an item that 
needs to transit to Bozeman, but 
staff at West Yellowstone check 
in an item that qualifies to fill 
that hold before Belgrade staff 
do, the system will grab the 
West Yellowstone copy.

• Exception: if the hold is for 
pickup at Belgrade and 
Belgrade staff check in a 
qualifying item, the system will 
override and have the Belgrade 
item fill the hold instead.

7



Best practices for staff

Every day your library is open:

• Patrons have 
8 open days 
to pick up

• List updates 
throughout 
day

• Mark Item 
Missing 
if can’t find

• List updates 
throughout 
day

View 
Onshelf 
Items

Fill holds 
using 

Checkin 

Place on 
holds shelf 
for pickup

Clean 
holds shelf 

using 
Manage 

Hold Shelf

Weekly and monthly reports:

• Check Weekly (for sharing 
groups)
‒ List Transits TO / List Transits 

FROM (WorkFlows report only)
• Check Monthly

‒Reports to identify old holds, 
e.g., Unfilled Holds > 3 Months
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How Patrons Place and 
Manage Holds



Patrons placing holds

In Enterprise In MSC app
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Patrons managing holds

In Enterprise In MSC app
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Relevant knowledge base articles

• Common Tasks in Enterprise
• Common Tasks in the Montana Shared Catalog App
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https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=78339ddf474a0a10c9ae43ff336d4384
https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=5d96581647e5dad0428a7d88c26d437d


Managing Holds in 
WorkFlows Demo



Relevant knowledge base articles

• Placing Holds in WorkFlows
• Filling Holds in WorkFlows

‒ Includes information on marking items missing.
• Cleaning the Holds Shelf from WorkFlows
• Modifying Holds in WorkFlows

‒ Includes changing pickup location and suspending/unsuspending.
• Removing Holds in WorkFlows
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https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=66b54d3987568a1016eabae9cebb3545
https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=b5a22e58876a46902ce9326d3fbb358b
https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=74cd751f878e4a1043200f28cebb357b
https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=05060f0887e2829016eabae9cebb359f
https://montana.servicenowservices.com/citizen?id=kb_article_view&sys_kb_id=869cfc3587d28a1016eabae9cebb35c2


Holds Reports in 
BLUEcloud Analytics 

(BCA)



Shared Reports > Circulation > Holds
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Relevant knowledge base articles

• Core Reports in BCA
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https://montana.servicenowservices.com/citizen?sys_kb_id=2ee089c487865a102ce9326d3fbb354a&id=kb_article_view&sysparm_rank=3&sysparm_tsqueryId=ce845b3347bb9a10c9ae43ff336d43f0


Common Holds Issues 
and How to Fix Them



Partners Unfilled Holds > 3 Months
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Handling holds about to expire

1. Check with your patron to 
see if they still want the 
item.

2. If they do:
a) Modify the hold to extend the 

expiration date (screenshot).
i. Don’t extend the expiration 

over a year into the future.
b) Order another copy.
c) ILL the item.
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Problem vs popular
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Problem vs popular, cont’d.
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Enterprise bug
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Relevant knowledge base articles

• Problem Holds: Common Issues and Solutions
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https://montana.servicenowservices.com/citizen?sys_kb_id=4efdce6f87f31a10c45364e60cbb35cc&id=kb_article_view&sysparm_rank=1&sysparm_tsqueryId=73fe7abb47b39a10c9ae43ff336d4371


Thank You!
Please Take Our Survey



Survey Details
• Date of Training:

2/27/2025

• Title of Training:
MSC Quarterly Webinar: 
Managing Holds

• Link: 
https://forms.office.com/g/ffUu
zbA8gn
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https://forms.office.com/g/ffUuzbA8gn
https://forms.office.com/g/ffUuzbA8gn
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