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INTRODUCTION

Welcome to the Counselor Program!

You have been chosen from literally thousands of applicants to be a part of something very special in UO: a core group of players with a willingness to help others and the powers and abilities within the game to actually make a difference.

This makes you pretty unusual, yourself.  Anyone can play and enjoy this game, but it takes a special breed to also want to help others, and to have the maturity and common sense to use - and not abuse - strong powers and abilities in the process.  We're thankful to have you with us on the team.  

The Handbook you are now reading is designed to give you an idea of what it takes to be a Counselor.  It contains policies, procedures and guidelines for many of the most common issues you'll come in contact with, along with some solutions.  It lists your powers and gives you an idea of what constitutes an abuse of those powers (do no harm to others, and do not create an advantage or disadvantage to other players).

It also contains an outline of the Training Course every new Counselor must take and pass to become a part of the program.  You would be wise to study that outline and be familiar with the Handbook before you begin your training.

As you begin your training and look forward to actually counseling within the game, always keep this in mind:

We want you to succeed.

We want you to pass the Training Course and we want you out there on the front lines with us.  We will hold you to a higher standard as a Counselor; not everyone who joins the Program will make it all the way through.  But we'll always be available to answer your questions and concerns, so don't be afraid to ask questions or seek guidance.  Any reasonable and responsible person can make a mistake or two; it is expected.  We'll be there to try and help you over those humps, because we want you to succeed.

The process of screening and training new Counselors isn't a game to us; it is a vital part of our ability to help the player and keep UO as the leading online virtual world. If you meet the requirements for being a Counselor, we're ready to make you a part of this special group of people.

WHAT IS A COUNSELOR?

A Counselor is an experienced UO player and volunteer who acts as a guide and problem solver to players who need and request help. They take on help requests from the Help Queue, investigate them and then either correct the situation or escalate the Help request to a Senior Counselor, Lead Counselor, or Game Master.  They will also answer game questions, give advice, hints, directions and general game play information, if time and the Help Call Queue permit it. 

It is our hope that Counselors will be looked-up to by other players.  Since what you do can directly affect the credibility of the game and Origin, we expect you to act with the highest of ethics.  Remember that your actions and words reflect directly upon all your fellow Counselors, the Game Masters, the game, and Origin. 

Counseling is a role which requires maturity and responsibility – at the same time, it's also a role that can be loads of fun through interacting with people, being helpful, and just generally allowing people to better enjoy the game.  We hold you to a higher standard than the average player; but we suspect you already hold yourself to such a standard or you wouldn't be here.

WHAT MAKES A GOOD COUNSELOR?

A good Counselor is one who not only has a good understanding of the game and how to play it, but also has a desire to help other players. The role requires good communication skills, good grammar usage, good social interaction, strong problem solving skills and, generally, a positive attitude towards other players and Counselors. A good Counselor starts with a player who is knowledgeable of the game and the various updates, knows about various items, skills, actions and interesting game locations. Most importantly, a good counselor has a love of the game and an interest to help players.

To help you understand what we expect in terms of Counselor behavior, see the section entitled Tips and Tricks: Counselor Dos and Don’ts.  If at any time you are unsure of how to act online or if certain behavior is allowed, contact your Senior Counselor (SRC) or Lead Counselor (LC) and ask.  You'll never be criticized for asking first.

What happens when I am chosen to become a Counselor?

There are certain requirements you had to meet to be chosen as a Counselor.  Different regions may have slightly different order and processes but across all regions you must have had the following occur (or that will occur):

1. You will be emailed a copy of the Terms of Service for Counselors, which you will need to sign and return to OSI via the instructions which accompanies it.  You will need to also include a legible photocopy of your valid picture ID that provides proof of age.  Please make sure that the info on your ID is legible to avoid any delay with the processing of your TOS.

2. Your SRC or LC will get your information to the Counselor Coordinator for entry into the counselor database.

3. You will need to take part in required training class(es) with your SRC or LC.  You will not be permanently robed until you have completed the Training Course!

4. You will be assigned a special account that will be used for the sole purpose of Counseling.  This account will automatically put you in Counselor robes when you create your Counselor character.  This character will always be a Counselor, and will not play the game in a traditional sense. This special Counselor account is the property of OSI, and will be reclaimed by OSI in the event that you should leave the Counselor program for any reason.  You will only be allowed to counsel on one region, to which you are assigned.  The exception to this rule is that on rare occasions, you may be asked by an OSI employee or a Lead Counselor to help out on another shard or region.
5. You will be given a different appearance to set you apart, which will be a hooded, blue robe with a gold belt and trim, so that other players will recognize you immediately.  Only OSI staff and Volunteers have these hooded robes in the game, so another player who is not a team member cannot impersonate them.  The Counselor name appearing above your head will also be purple.  This color further identifies you as being a member of one of the many volunteer programs within Ultima Online.

6. The name you choose should be a name that is unique and different from any other characters that you currently play or have played in the past.  Your name will begin with ‘Counselor’. For instance, if your character name is James, your name will become ‘Counselor James’.  The title “Counselor” will be added automatically after you create your Counselor character.  The name you choose should also have no negative connotations.  Also, a second choice may be requested if you choose a name the same as or significantly close to a current volunteer.

7. You will be given some tools and aids to better help players, as outlined later in this document and during your Training Course attendance.

REQUIREMENTS/RESPONSIBILITIES OF A COUNSELOR

Counseling is a volunteer role that you have graciously decided to volunteer for.  Like any role (volunteer or otherwise) there are certain requirements, responsibilities, and just things in general that go along with the role:

· You must be 21 years old and have a current active playing account, which is in good standing.  (grandfather clause:  if you are under 21, but became a Counselor during or before April 1999,  you are grandfathered into the program.  If you have left, or choose to leave, the Counselor program while under this grandfather clause, you will not be allowed to return until you are at least 21 years old)

· All Counselors must have played Ultima Online for a minimum of 100 in game hours.  This means that you must spend at least 100 hours in game playing before you can start counseling.  This is just to ensure that you know the game!

· We ask that you counsel for 6 hours per week.  There is a web based scheduler provided for your convenience that your SRC or LC will instruct you on how to use should you wish to make use of this valuable tool.

· A Counselor should keep checking the help queue for calls.  It is important to answer the calls expeditiously as they come into the queue.  The Counselor program is for attending to dealing with player requests and problems, or escalating the call to the Senior Counselor, Lead Counselor, or Game Master, depending on which is on duty at the moment.

· When the queue is empty or slow, the Counselor maintains a presence at high visibility places such as the Britain Counselor Hall within the game and answers player questions.

· After you have been a Counselor for a while, you may be asked to act as a Counselor-Mentor to one or more new Counselors in training.

· We ask that you collect and forward any bugs/issues that may arise to the SRC or LC you report to.

· Counselors are asked to be in their region’s Counselor IRC channel when they are actively counseling on a shard/region.  Being in IRC is an integral part of being a Counselor.  You will not be an effective Counselor without it.  The rooms are secure, and setup access to these rooms for all the Counselors is needed for entry into the rooms.  There is a central channel (#uo-council) where you may chat with counselors who may not be on the same servers as yourself.  There is no requirement to be in this channel - it is optional.  We do request that you be in your region’s IRC channel.  When in this channel you should have a regional “tag” on your nickname that identifies the region that you are a counselor on.  Your Lead Counselor can instruct you as to what tag is appropriate for your region.  Players may be in the Counselor room when not counseling, but try to keep the topics of the room Counselor-related.

What is a Senior Counselor?

The Senior Counselors (SRCs) are your direct leaders on your particular region.  There are up to six SRCs on each Shard, and each monitors training of a number of Counselors as well as taking care of day-to-day issues that come up with the region’s functions.  The SRC is the point of contact for non-emergency questions and comments for all Counselors on your region.  Typically you will have a specific SRC that is responsible for collecting issues/bugs reports.  This SRC can be considered your direct leader, but all SRCs on the region are in leadership positions and should be contacted if you have any questions in or out of game regarding Counseling.

The SRC reports directly to the Lead Counselor (LC) for that region.  A SRC’s basic responsibilities include:
· Answer player’s calls for help within UO.

· Compiles reports from Counselors to forward to the Lead Counselor.

· Be responsible for accountability of all Counselors assigned to the SRC for reports.

· Be available to answer questions and take comments from all Counselors on the region.

· Train or assist in training new Counselors assigned to the region.

· Act as a Counselor-Mentor to one or more new Counselors in training.

What is a Lead Counselor?

The Lead Counselor (LC) is the administrative head for the Counselor program on your particular region.  The LC is a independent contractor to EA.COM that serves as a customer service consultant for the Counselor program on specific region or specialty team.  The LC is paid by EA.COM, but is not an employee of EA.COM.  Each incoming LC will be required to uphold the position of Lead Counselor for 3 months prior to being put under contract by EA.COM.  There is up to two LCs per region.  Your region’s SRCs assist and report directly to the LC.  The LC compiles information received from SRCs and in turn compiles them and reports directly to the Counselor Coordinators (who oversee the entire Counselor program for OSI/EA.COM).  Along with the SRC team, the LC monitors the training of Counselors as well as taking care of major issues that come up with the regions Counseling program.  It is the LC’s responsibility to lead the region and to see that Counselor program functions properly within your region.  The LC can be approached if you have any conflicts with your SRC, and will appropriately deal with any major issues. 

The LC reports directly to the Counselor Coordinators at OSI/EA.COM.  His/her basic responsibilities include:
· Compiling regional reports for the Counselor Coordinator to update the Counselor database, as well as metrics reporting to the Counselor Coordinator.

· Administrative oversight of the region’s Counselor program.

· Be responsible for SRCs for reports.

· Be available to answer questions and take comments from all SRCs and Counselors on the region.

· Train or assist in training new Counselors assigned to the region.

· Act as a Counselor-Mentor to one or more new Counselors in training.
· The LC is the region’s liaison to other volunteer program leaders including GMs, Elders, Seers, and Companions.
WHO ARE THE OTHER HOODED ROBED CHARACTERS?

As stated earlier you will receive a blue hooded robe with a gold belt and trim to distinguish you from other players in the game.  You will from time to time see other hooded robed characters in UO who can be recognized by their robe color:

1. Red Robe:  Support Game Masters (GMs) and Interest GMs all wear red robes and are employees of OSI/EA.COM.  They all have the same powers but have different functions.  All red robed characters are the highest powered characters in the game.  If any red robed character asks anything of you or directs you to do something, their authority is to be respected.

2. Light Blue Robe:  Lead Counselor (described above).

3. Purple Robe:  Senior Counselor (described above).

4. Blue Robe:  Counselor (described above).

5. Green Robe:  A Seer or Ancient Seer wears a green robe and conducts medium to advanced level quests and events directed at mid level to advanced level characters.

6. Dark Brown Robe:  An Elder or Arch Elder wears this robe and conducts low level to medium level quests and events directed at beginner to mid level characters.

7. Silver Robe:  An Arch Companion wears this robe and functions to train and oversee Senior Companions.  Arch Companions administrate the Companion program over 3 shards.  Arch Companions will rarely be visible to the public.

8. Gold Robe:  A Senior Companion wears this robe and functions to train and oversee Companions (Companions are regular players that have the ability to teleport to new players to help them after they log in for the first time).  Senior Companions will rarely be visible to the public.

PLAYERS CALLING A GM OR A COUNSELOR:

When a player clicks the Help button, he or she will be presented with a menu, containing different ways to obtain help for Ultima Online. The information given is designed to help players solve their own problem and find their own answers.  This is especially true for our updated website, which has been redesigned to be more easily navigated and to make answers easier to find. However, there are times when players have issues or problems that are not answered in the help menu, and therefore the players must turn to the Counselors and GMs for answers.

All the calls are entered into a queue for both types of calls.  Each calls has the following information with it:

· Player’s Name

· Player’s Object ID#

· Player’s account #

· Menu system Call Reason (stuck, general, harassment, etc.)

· Time that the call was placed by the player

· Location that the call was placed (coordinates, shard, facet)

· Player’s description of problem.

After a player puts a call in queue and they want to put in a different call, they will have to first cancel their prior Help request. 

SCHEDULING

A web-based schedule will be available to you as a courtesy so that you may see when help is needed.  Counselors are not required to use this schedule, however it is very beneficial to you and others if you choose to do so.  We do ask that you counsel for 6 hours a week.

Counselor IRC Chat Room

We have created several private-IRC Chat rooms on StraticsIRC. They are to be used as a meeting room for GMs and Volunteers.  Because they are private rooms, access to these rooms is restricted to team members only.  This is so that they can be used to converse with other Counselors, ask advice, share information without worrying about the ‘public’ being in the room.

You are requested to be in your region’s IRC channel whenever you are in your Counselor character.  If you get a question from a player and are not sure how to respond, then simply ALT-TAB to your chat room and ask the group. There is a good chance that someone there will have an answer.  It is also possible that others may have wanted to ask the same question, and by using the channel more Counselors will know something more about the game.  It is a great forum for sharing ideas and information.

It is important to remember the reasons why these channels were created. Please only use this for legitimate game questions.  We do not want this room to become cluttered with side threads and emotes.  If you wish to converse with other counselors about non-Ultima Online related topics, then feel free to create another channel for that purpose.  Keep in mind that when someone posts a question to this room, then they would appreciate a prompt response.

We use a system for identifying questions in the IRC channels:  Questions prefaced with a PQ <text> (Player Question) are questions that the counselor is being asked in game at that time and require an immediate answer.  All conversation should stop until that PQ is answered.  If you do not know the answer to a PQ just state that you don’t know so that the Counselor asking the question does not think he or she is being ignored.  A CQ (Counselor Question) is a question from one of your team members and deserves the same attention and courtesy that you would want for yourself.  

Senior Counselors, Lead Counselors, Stratics IRCops, and in rare cases GMs are the only people that will add or remove people, and kick or ban people, from the Counselor IRC rooms.

Here are step-by-step instructions telling one how to get setup with IRC and how to join one of the chat rooms. If you are already familiar with IRC, then you can skip to step any step in the process to get started.

1. Use or Download an IRC client. One such program is called mIRC and can be found at http://www.mirc.com.  Download and install if needed. 

2. When you run your IRC program, an ‘IRC Setup Screen’ should appear. This screen should include a Server List, Nickname entry, email entry and other information.

3. To add the IRC server that we are using for the time being, click in the ‘Add’ button. Under ‘Description’ enter “UO Counselor IRC Server” or whatever description will remind you for what this IRC server is used.

4. In the ‘Server’ box, enter one of the following servers: 

compu.stratics.com
dhp.stratics.com
frws.stratics.com
intworks.stratics.com 

Any of those will connect you to StraticsIRC, the IRC network we are using.  You can leave the port information blank, as it is usually filled in for you.  Port 6667 is the default.  Click OK when you are done. 

5. Name, Email address and Nickname.  You will want to enter the nickname you use as a Counselor, so that it will be easy for the other counselors and GMs to recognize you.  You will want to enter an Alternate nickname, in case yours is already taken.

6. Once you have this all of that information entered, select ‘Connect to IRC server’.

Once you have connected to the server, you will need to register your nickname with the NickServ, which will allow secure access to the room.  You need only do this once.  To register your nickname type ‘/nickserv register <password of your choice>’.  If done correctly, then you should get a message from Nickserv saying your nickname has been registered.  If your Counselor name has been taken already, you can preface it with the letter C and an underscore (C_Counselorname) and then register that nickname instead.  Your regional Lead Counselor can assist you with any instructions of additional tags that should be on your IRC nick.

7. The first time you enter this information, you will not yet have access to the Counselor IRC channel.  Your Senior or regional Lead Counselor will have to add you to the room. They will do this once all the information on this Rules document has been completed and received by Origin.

8. Once connected, type the following each time you wish to join the room ‘/nickserv identify <password>’.  Make sure you are using the nickname that you registered on StraticsIRC.

9. Then type ‘/chanserv invite #uo-<yourmainregionname>’. The server will respond to tell you that you are invited to the rooms.

10. Next just type ‘/join #uo-<yourregionname> to join the room. (For example: /join #uo-central)

If you have any problems setting up this IRC, or have any questions about how to use IRC, please email your Senior or Lead Counselor.

OFFICIAL UO MESSAGE BOARDS

Once you have completed your Counselor training, you will be able to use your Counselor account to post on the Official UO Message Boards (http://boards.uo.com).

Counselors are only permitted to post (as a Counselor) to the Counselor board, and answers to questions on the In Game Support message board.  Do not post to any of the other boards (http://boards.uo.com or elsewhere) as your Counselor persona.

See Appendix D for guidelines on posting. 

COUNSELOR “EQUAL/DOT” COMMANDS

An Equal command is a command used simply by typing an equal sign ‘=’, then the specified command. These commands are also called dot commands as ‘.’ and ‘=’ are interchangeable, so .info is the same as typing =info.

A Counselor will have access to several commands, all designed to aid you in performing your role better.

It is vitally important that you not abuse these commands, or use them to benefit or hinder any players in the game. Abuse of these powers will result in the immediate termination of your participation in the Counselor program and your playing account.
See the Counselor Commands section below for a current list and description of each command, as well as instances to use each power.  You must remember that, as a volunteer of OSI, some powers you may use will cause players to have negative reactions. Make sure that you are totally aware of a situation and the ramifications of your actions before you use any power.
Counselor commands are broken up into two sets of commands, basic commands and advanced commands.  The basic commands are the “core” commands that Counselors have had since the earliest days of the Counselor program.  These commands are used primarily to navigate the help queue.  These advanced commands are used more to help navigate the world in general, to find and go to any player, and to handle problems such as stuck players.  The advanced powers by nature are more “abuseable” and notes on correct and abusive use is included.

It is important to not only know how to use the commands, but also know when it is appropriate to use them.  Many of these tools seemingly have somewhat complicated commands, but are actually quite simple to use once you get the feel of how the system is designed. 

How to understand the syntax:

The commands can be invoked using a period or an equal sign (for example: ".next" or "=next"), either form accomplishing the same.  Those parameters in ‘<>’ are required while those in brackets ‘[]’ are not.  If the command has an abbreviation, the abbreviation will be in “()”, i.e. (wh)where means typing .wh or .where will trigger the command.

	Basic Commands
	What It Does

	
	

	Next
	Sends the counselor to the next player in the queue.  If no calls are available, you will get a call when one becomes available.

	
	

	helpme <message>
	This is used by a counselor to send a call to the GM queue on his or her own behalf.  This is used in place of the Help button on the paperdoll.  The Counselor’s information is included in the call, so if reporting a player, please include their name, object Id#, and location.

	
	

	showids
	Shows the object IDs of all players on screen, along with their names.  This can be useful to record an object ID # to be given to a GM in case it is needed.

	
	

	(wh)where
	Displays the world coordinates and facet of the location where the counselor is currently standing (X Y Z)Facet.

	
	

	goto <location>
	Sends the counselor and their queued player to a preset location (jail1 through jail10 and guild1 through guild14 plus chaos shrine).

	
	Chaos – Chaos Shrine

	
	guild1 – Britain (NW)
	guild8 – Occlo

	
	guild2 – Britain (SE)
	guild9 – Serpent's Hold

	
	guild3 – Jhelom
	guild10 – Skara Brae

	
	guild4 – Magincia
	guild11 – Trinsic (SW)

	
	guild5 – Minoc
	guild12 – Trinsic (NW)

	
	guild6 – Moonglow
	guild13 – Vesper

	
	guild7 – Nujel'm 
	guild14 – Yew


	Advanced Commands
	What It Does

	How to [target] objects and players using the Advanced Commands:
	Most of the advanced commands need a target (for example if you need to move a stuck player, you need use the .transfer command below and target the stuck player.  There are four main ways to target objects (including players).

1. Default = targeting cursor, if you use the command and do not specify a target, you get a targeting cursor to click your target with.  (i.e. type .transfer then click your target)

2. 'Playername' (use the single quotes)  i.e. type .transfer ‘merlin’

3. #IDNumber (use the # sign) i.e. type .transfer #74678567 (this is the only target method that can be used when targeting someone or something on another areaserver)

4. (sa)setautotarget <autotarget number (1-5)> then to use with a command type "/#" to use autotarget (i.e. .transfer /1)

	
	

	(sa)setautotarget [target] [numbers 1-5]
	Volunteers have the ability to set and use 5 autotargets.  These targets are set by using the setautotarget command.  

Set autotarget allows the user to set one of their autotargets slots to store a specific target.  The text field is a number from 1 to 5 that specifies which autotarget slot to use.  Until set to another target, this autotarget slot will store that object when used as a targeting parameter (see targeting above).  If a number 1-5 is not specified the autotarget will default to autotarget slot #1.

Targets can be input using the autotarget system with the following syntax, where the autotarget number follows a forward slash:

=transfer /1

When to use autotarget:

· A particular target must be accessed many times quickly over a period of time

When not to use autotarget: (See Teleport below)


	
	

	(tr)transfer [target]
	The transfer command will let you move players from their location to your current spot. This is effective when players might be stuck under a house, some of the rougher T2A spots, or anyplace that they cannot physically get out of. The transfer command will not allow you to transfer anything into houses or boats.

When to use transfer:

· The stuck player requests you to move him as to continue his or her gameplay

When not to use it:

· Transferring any player without their permission or a "stuck" help queue request, unless instructed to do so by a SRC, LC, or GM (There may be times when a GM, LC, or SRC want to break up two or more players in a conflict);

· Transferring any player without the occurrence of a legitimate problem, i.e. helping out a buddy with a free ride;

· Using this command to rescue a player(s) during normal game play ("help, I shouldn't have attacked this Orc camp, transfer me!") or to allow players to set up PK situations ("I'll attack and if he's beating me, you transfer me out.")
Even if you are on a call, and something or someone attacks the player, you cannot interfere by moving him to safety.

	
	

	(tp)teleport

[(<x> <y> [z]) [t or f]]
	The teleport command will allow you to move around the game world freely to any desired coordinate (x y z). This will save time in many situations and will simply increase the efficiency of the group. The Counselor GUI Tool has every location of every city as well as some customizable coordinate locations to allow for shard-specific locations.  Just typing .tp with no (x y z) will bring up a targeting cursor to so you can click where you want to teleport for short hops.  If (x y z) coordinates are given they must be enclosed by parenthesis to work, the z coordinate is usually optional.  To specify the facet you wish to teleport to type a f for felucca or a t for trammel after the command.  (ie =tp t and click or .tp (x y z) t would send you to trammel).

When to use teleport:

· Any time you need access a certain a certain item, place, or individual’s location.

When not to use teleport:

Using Teleport to scout out locations of creatures, other players and/or NPCs for a player(s)

	
	

	(go)goobject [target]
	The goobject command sends your Counselor to any targeted dynamic object in the game.  (Items, players, npcs, monsters, etc.).  This command is the opposite of transfer, whereas the transfer command brings someone to your location, the goobject command would send you to your target’s location.

See teleport above for proper and improper useage.

	
	

	(fl)follow
	This command will automatically make you follow your target.  (Much like using the .goobject command over and over again).  Useful for following a player that is running to a place he wants you to see.  To stop following someone, simply use the command on yourself.

See teleport above for proper and improper useage.  (Do not follow someone unless you have a legitimate reason to).

	
	

	(ip)imprison [target] [numbers 1-9]
	The imprison command will allow for targeting and the jailing of players outside the queue.  This is a power to be used sparingly as a last resort, as the very specter of jail will possibly cause a situation to go from bad to worse.  The default jail is jail 7.  Using .ip will send the player to that jail unless another number is used.  .ip 3 would send the player to jail 3.  (Jail 10 is used as a rest area for Counselors and is not used to imprison players, generally jail 9 should not be used either)

When to use jail:

· A particular player does not respond or comply with other requests to cease disruption of the game.  Always seek an SRC, LC, or GM before utilizing this command.  If time is of the essence imprison the player and stay with him until a SRC, LC, or GM is available.

· When you need an absolutely private place for an important discussion with a player.  Use this RARELY.

When not to use jail:

· Jailing players you do not like.
· All options are not exhausted (should be the last resort)

	
	

	(ga)getaccountnumber [target]
	This command will output the target’s account number, which can be used in logging harassment and possible exploitative issues.


	
	

	(in)info [target]
	The info script allows the user to gather certain limited information about the player that might be useful in fixing or identifying a problem. The command will give the attributes of any object, as well as any modifiers that are also attached to it.  It also shows fame, karma, stat values, stat modifier values, damage value (if a weapon) and stat and skill totals (to see if the person is at the cap), weight, and language code information.

When to use info:

· A player is claiming skills or stats problems – this displays the stat total, the skill total, and any modifiers the player might have on him

When not to use info: 

· Using Info and giving that information to the player to create an advantage for him

· Giving the Info of one player to another player(s), to create an advantage for that other player(s)

	
	

	(ps)playersearch <ID# or “Playername”>
	The player search command will let you find the x, y, z coordinates and facet of the player name or ID# in the command.  The syntax of this command is different than normal targeting - no ‘single quotes’ for names or # signs on the ID#, players with multiple word names need “double quotes”, if the playername only has one word in its name you can leave out the “double quotes”.

When to use player search:

· To find a player within the game world for Counselor related purposes.

When not to use player search:

· Using this to give the location of a player to other players.
· Using this to locate players for other players or for personal reasons.

	
	

	(lv)listvolunteers

[(cs)counselors]

[(sr)seers]

[(cp)companions]

[(el)elders]
	This command will let you see the name and ID number of any volunteers on at any time the command is issued, as well as their coordinate and facet positions in the game world.  The further optional filters to the command will show the specific volunteer type you are looking for.  (for example .lv counselors will show all the Counselors online at the time the command is issued, and not show any seers, elders, or companions.)


	
	

	(tl)tell [target] <text>
	The global communication tool will allow you to contact a certain player name or ID around Britannia and send him a message. 

When to use tell:

· Important information is needed to be given to a player or another Counselor.

When not to use tell: 

· Using Tell to intentionally disrupt a player's gaming experience.
· Using Tell to provide advantageous information to a player(s) when no problem call exists.

	
	

	(lt)light
	The light command increases the light level for the counselor enabling them to see as if in “daylight”.  To turn light off again, just retype =light.

	
	

	(pl)permissionlist
	This command will display a full list of volunteer powers that you have access to, as well as listing the objects in the autotarget slots.

	
	

	(an)animate
	This command will trigger different animations in game.

Animate List:

walk or 1

run or 2

look or 5

hips or 6

war or 7

war2 or 8

overhand or 12

sidehit or 13

spell1 or 16

spell2 or 17

hurt or 20

die or 21

die2 or 22

jump or 25

dance or 30

bow or 32

salute or 33

yawn or 34



	
	

	(iv)invisible
	The invisibility command will let you go invisibile to all players.  Volunteers of equal or greater level, and GM’s are able to see your invisible form.  Using the command again will make you visible.  You can shift-left click people to show your invisible form to them.  Shift-left click them again to become fully invisible to them again.  Players highlight purple when they can see your invisible form.  If you are on a call, your caller highlights Green instead of Yellow when they can see your invisible form.  If you cross a serverline, they will stay highlighted but will not be able to see you.  You will have to re-shift-click on them.

While invisible, anyone that has the ability to see you will be able to read your speech.  This includes players that you have gone selectively visible to, other Counselors, and GMs.  Nobody else will be able to hear what you say while talking normally when you are invisible.

When to use invisible:

· When call times are over an hour, the =iv command may be used to help the players more proficiently.  ALWAYS go visible to the caller after you arrive.  Remember:  “It’s a tool, not a rule.”

When not to use invisible:

· You don’t have to use it ever if you don’t want to.  It is there as a tool to assist with helping players that have been waiting in the queue for extended periods of time.

· Don’t use it to “investigate” issues or to evesdrop on other peope’s conversations.

· Don’t idle while invisible.  If you step away from your computer for a short period of time, go to jail or log off.




	
	

	(ss)seeskills <ID# or “Playername”>
	Opens the players skill gump.  The player will get a message indicating that their skills are being viewed by a Counselor.  You can click on “Show Real” to view the skill settings in both states, however you are not able to change the skill management arrows of the player.

When to use seeskills:

· Use it as a tool to help with the explanation of how to use skill management.  Always ask the player if you may view his skills before doing so.

When not to use seeskills:

· Do not view player skills unless you first get the players permission.  This tool should only be used when necessary to assist in the explanation of how to use skill management.




A significant additional ability a Counselor has is the ability to see players who are hidden, invisible, or stealthing.  This ability allows you to see a caller who is hiding when you arrive, or see any hidden players that your caller may be complaining about.

SRCs in addition to seeing hidden players can see other invisible SRCs, Seers, Elders, and Senior Companions.

LCs in addition to what SRCs and Counselors can see can also see invisible Ancient Seers, Arch Elders, and Arch Companions.

Counselors are never to use this ability to divulge the hidden location of any player or volunteer to another player or volunteer.  Players and volunteers will be hidden or invisible for a reason.  The ability to see them is given to Counselors for informational purposes only.  Don’t walk up to a hidden player or volunteer and say “Hi” or point them out unless you are speaking to a hidden player that just paged you.  As a rule of thumb, ignore invisible players/volunteers unless they are the subject of the call that you are currently handling.

Additional powers are given to SRCs and LCs to adequately perform the duties associated with those roles.

PENALTIES FOR ABUSE

You should be aware that:

1. OSI investigates every customer complaint of Counselor abuse.

2. OSI logs every use of a Counselor command by anyone to a special file.

3. OSI does random spot checks on those Counselor command uses.

4. OSI logs all conversations Counselors have within the game.

It is only natural that a Counselor would be tempted to use his/her enhanced abilities and powers outside of the boundaries laid out for their use.  Remember the old saw about how power corrupts?

We expect that Counselors have the moral and ethical fiber to resist this temptation.  If you don't, we not only don't want you as a Counselor; we'll reconsider whether we want you in the game at all, even as a player.

So you should know in advance what the penalties are for abusing your powers.  We are going to be VERY draconian about this, as we can't afford to lose the trust of the players.  Anyone who abuses their position runs the risk of causing us major grief; the penalties should be major, as well:

1. Anyone who willfully abuses the Counselor powers will immediately be dropped from the program.

An occasional bad judgment call by a Counselor is ok and even expected to an extent; however actions obviously intended to skirt the legitimate use of the powers and/or to abuse the powers to give an advantage or create a disadvantage or harassment for a paying customer is unacceptable.

2. At our sole discretion, we may also delete your player accounts and/or ban you permanently from the game.

We don't want anyone to feel that it's OK to "lose it" one night and tee off on a player, because the only penalty would be losing the Counselor powers.  We also don't want Counselors who may be on the verge of 'retiring' in any case to feel that there is no penalty for abusing the powers, and then resigning.  That's why we audit the actions of Counselors on an ongoing, random basis, to insure that this isn’t happening.

3. We may also delete and ban the players you created an advantage for.

Don’t think that you can help a buddy unfairly with your powers, then just retire or get removed from the program.  If you do this, you will be placing that other player(s) at risk of character deletion and/or being banned from the game for life.

Yes, these penalties are harsh, but you shouldn't let them deter you from adding to the game as a Counselor.  We know you can make a huge positive contribution to the game; that's why we are entrusting you with these powers. We want the players to value you and your actions as much as we do.  Every time a Counselor uses his powers wisely, the players will trust us all the more.  And that trust is important; if even one Counselor abuses these powers, we all lose that trust.

Abuse is defined as:

· Using your special Counselor abilities to modify, add to, change or in any way create an advantage for any player without the express permission of the designated OSI/EA.COM supervisor or Game Master;
· Using your special Counselor abilities to modify, add to, change or in any way create a disadvantage or hardship or to harass for any player, Counselor or other OSI/EA.COM representative;
· Using your special Counselor abilities to modify, add to, change or in any way create an advantage for any of your account’s characters;
· Using your Counselor abilities in any manner not prescribed in the Counselor Handbook, a copy of which you will receive when you begin training;
· Or, in cases not covered by the Handbook or the Counselor’s experience, using those Counselor abilities without prior approval by the designated OSI/EA.COM supervisor or Game Master on duty.

SUNSET CLAUSE
We do understand that people can over devote themselves to Counseling at times therefore once a Counselor reaches the one year mark in the program that they take a mandatory leave of absence for a minimum of 6 weeks. After this 6-week period the Counselor can return to the Counselor program with the approval of OSI/EA.COM or they can apply for another volunteer program within Origin Systems, Inc.  This period of time may not be broken up into smaller chunks.
If for some reason we can’t agree to your request for a leave of absence, you can drop from the program with no hard feelings.  You will always be welcome to reapply for the program at a later date.


CONFIDENTIALITY

When you’re on the team, you need occasionally need certain confidential information to be able to do your part.  Because of that, we may make sensitive information available to you, information that, in some cases, we don’t want discussed outside of the group for a period of time.  Therefore, you agree that you will not discuss any such confidential information we impart to you in the course of your role as a Counselor with anyone outside of the Counselor Program or OSI/EA.COM’s official Game representatives.  Please regard any information you receive from OSI/EA.COM to be confidential unless otherwise noted.

Appendix A:  Counselor FAQ

This portion of the Counselor Handbook is intended to answer many of the common questions that the Counselors have about the game, their position, and GMs.  It will likely be updated and modified as the need presents itself.  Some of this information may have been stated previously in the Handbook.

General Counseling and Player Relations Questions

· How should I talk to a player or treat a player?

You should always treat players in a kind, friendly, polite and respectful manner, regardless of the situation.  Part of being a Counselor is public relations.  You are a volunteer of OSI/EA.COM, and as such you have a very high profile position in the game to the players. If you are rude or offensive to a player, then that action will reflect negatively upon OSI/EA.COM, GMs, and other Counselors. The best advice is to be kind to all players of all playing styles and in all situations.

· How do I handle an upset player?

One effective way to help a player, who is upset, is to empathize with them. We are all familiar with the frustration associated to the game. Saying things like “I’ve been there, it happened to me” may not be the best approach, but try saying things such as “I understand how frustrated you are”.  It is important to deal with their feelings first.  You need to either notify the player that this is a known problem and being worked on, or that you will contact a GM about the problem and that it will be looked at as soon as possible.  If it is something they dislike about the way some players choose to behave, then you could discuss the open-ended nature of Ultima Online, which means that the game dictates playing style as little as possible, and that this is one of the game’s strengths. It is important to remember not to take what players say to you or about Counselors, in general, personally.  There are many rude players in the game, who like nothing better than to argue with you.  If you feel that the situation is out of your control, then politely tell them you cannot help them, and transfer the call to a GM.  Make sure you let the GM know that they were being abusive.

· What kinds of calls will I answer that are transferred from the GM queue?

If a call comes into the GM queue that is a game play inquiry, or if the call is unclear, then a GM may transfer it to the Counselor queue. The GM can only assist with a limited number of situations. If the problem does not appear to fall within the realm of GM influence, then they will transfer it. If the issue turns out to be one with which a GM could assist, then it is up to the Counselor to transfer the player back to the GM queue with additional details to indicate why the person needs GM assistance. The GMs transfer questionable calls to allow them more time and effort to deal with clear, verifiable problems that can be fixed or examined in the game. 

· What do I do when there aren’t any calls in the queue?

If there are no calls in the Counselor queue, then you could make a positive impact by visiting the closest Counselor Guild Hall. By wandering the streets around it, and talking to people, asking if anyone needs help, and other such things, you will not only be making a positive impact to the game, but also you will be making a positive impact on the image of Counselors as a whole. It is ok to take a break if you wish, but if you are in the game as a Counselor, then we need you to either monitor the Counselor queue or lurk around the Guild Hall. 

· What should I do if I don’t know the answer to a question or issue?

One of the first steps is to notify the player that you do not know the answer, and that you are going to try and find an answer for them. It is much better to honestly inform the player that you do not know the answer, than to act like you know and supply an inaccurate answer. 

The next step would be to try and find the answer. Visiting IRC and asking other Counselors using the PQ system would be the best location to find an answer. If a GM is in the IRC, then you can ask them for an answer. 

If you cannot find the answer, then try sending the player to the Ultima Online web page, and to either the Help/Guidance section or to the Update Center. These sections contain numerous hints, game explanations, and up to date information about Ultima Online. The player might be able to find their answer there.

· How do I go about setting up a wedding for a couple?
Weddings can be a lot of fun for both you and the players.  Every shard and/or region has a wedding coordinator who handles the wedding requests.  Your Lead Counselor can let you know who the wedding coordinator is for your shard/region.  The wedding coordinator is the main point of contact for scheduling weddings and requesting Counselors to perform the ceremony.  Feel free to perform weddings when players request them, in fact you’re encouraged to do them.  They are great for public relations and give the players that warm fuzzy feeling about UO, Counselors, and OSI.  If this is your first time for a wedding, it’s a good idea to let someone else perform the ceremony and you watch so you can see what goes on and how to do it.  Just contact your region’s wedding coordinator and they’ll be happy to help you with it.  If you are in need of IGM setup & support, route the request through your region’s wedding coordinator.  The wedding coordinator can also submit requests for rings that are “newbied” and/or inscribed.  Contact your wedding coordinator for a copy of the wedding script that is widely used by the Counselors.

· Someone is asking me about legal matters.  What do I do?
Volunteers of OSI/EA.COM should never comment on any legal issues.  A good reply would be “I’m sorry, I can’t comment on that.  Is there anything else that I can help you with?”  Find out if there is a game play question that they would like assistance with.  If they have no game play questions for you, then politely excuse yourself and leave.  

· When or why do I send a player to Jail or to another location?

The guidelines that pertain to the proper use of ‘Jail’ are outlined in the ‘Imprison’ in the ‘Dot Commands’ section above. If you still have questions after reading those sections, then please contact your Senior Counselor.

General Counselor Related Questions

· When I am playing as a normal player, is there anything that I shouldn’t do?

The one situation to avoid is making it public that you are a Counselor. If you are an evil player, then some players will take this the wrong way and may be angry towards you, GMs, and Counselors in general. Also, never tell other players you are a Counselor, as a threat or as a way to influence their behavior. You should maintain a complete separation between your characters and your Counselor.  If you call a GM or Counselor using the Help function in UO, do not tell them that you are a Counselor.  Your Counselor status will not get you special treatment in game.  Other than that, you can behave just like any other player, meaning that you should follow the Terms of Service, Rules of Conduct, and not use any bugs or exploits to abuse the game or other players.

· Why can’t I exploit bugs?

As a normal player, it is inappropriate to try and gain unfair advantage by playing the game in a way other than it was intended. We have and continue to take punitive action against players that choose to misuse the game to benefit their own players. 

Again, as a Counselor, you need to adhere to the all of the rules that govern the general player population. If you choose to misuse the game, exploit or “hack” you will be removed from the Counselor program immediately and further action will be taken.

· What if I have a problem with another Counselor?

Depending on the nature of the problem, you should try to resolve the problem in a mature and responsible manner in private with the other person. If this attempt at resolving the issue was not successful, then contact your Senior Counselor to explore other options.

If you have a problem with your Senior Counselor, or if you were unable to correct the issue with the assistance of the Senior Counselor, then you can contact the Lead Counselor.  If you still have a problem, then and only then would you go to the Counselor Coordinator in charge of the Counselor program to try and find a satisfactory solution.

· What makes a good Counselor?

Please refer to the ‘Counselor Description’ section of this document.

· How does what I do reflect on other Counselors, GMs, and Origin?

As a member of the Counselor program, your actions will directly affect the players’ view on Ultima Online, Counselors, and GMs, whether that was your intention or not. A majority of players view the Counselors as part of the Ultima Online support system.  GMs and Counselors are all a team, and are viewed that way by the public.  This is why it is important for all Counselors to behave in a friendly and polite manner to the players. We are a Team and the players deserve our respect and consideration.

· How do I stay in touch with other Counselors?

There are several sources to stay informed, and all are explained in greater detail earlier in this document. 

· What are the rules and commands of a Counselor?

Earlier in this manual, we have tried to clearly outline what we expect of a Counselor. There is a complete list and description of Counselor Commands earlier in this document. 

· Where do I report bugs?

Report all bugs, exploits or other game issues to your Senior Counselor. It is important to let your Senior Counselor know when you discover of a bug or game issue. He/she will let you know whether or not this issue is known, and if not, then they will forward it onto the LC for proper reporting to OSI. 

· What do I do if a player just got scammed or is using an exploit?

These calls should be immediately forwarded to a GM to handle.  Counselors help players by answering game play questions.  GMs have tools that Counselors do not have access to that allow them to investigate scam and exploit issues.  By forwarding these calls to GMs, it allows you to more quickly get to other callers with game play questions, as well as speed up the response time for the person that got scammed or is reporting exploit use.

GMs

· Who is in charge of Counselors at Origin?
 Jack “Kal El” Wood (kal@owo.com) is the lead member at Origin Systems, Inc/EA.COM of the Counselor and Companion programs. He is currently responsible for the day-to-day operations of the Counselor and Companion Coordinators

The Counselor Coordinators listed below are members of the OSI staff that are responsible for the day-to-day operations of the Counselor program, including keeping them informed of game issues through the Lead Counselors.

Counselor Coordinator

Mike “Scorch” Zupan (scorch@uo.com)

Counselor & Companion Coordinators

Matthew “Trasa” Gutierrez (trasa@uo.com)

Rob “Guardian” Quick (guardian@uo.com)

· What can I tell players about what a GM can do?

It would be best to refer them to the ‘Role of the Game Master’ portion of the web page that is found at this location: 

http://support.uo.com/gm_0.html
· What can I tell players about when a GM is on duty or when they will be to a call?

During regular GM hours, there is always a GM on the shard, but they are often answering other calls.  If the player is experiencing a high priority problem that you don't have the ability to handle, then tell them to call a GM and accurately describe their problem in the subject of the page.  The GMs answer every call as quickly as possible, but on occasion, it can take a while for the GM to get to the player. If they are not experiencing a high priority problem, you can probably deal with the situation yourself.  If you can't, a SRC or LC, if one is available, probably can.  If the problem needs to be escalated to the GM level, then help the player do so and ask them to be patient.  A GM will answer the call as soon as possible and in the order received. 

· When should I transfer a call to the GM queue?

If the player is determined to talk to a GM, or you feel that they are suffering from a situation that deserves GM attention, you can transfer them to the GM queue.  You do not have to stay with the player, but you can wait with them if you wish.  It is important to notify them that a GM should be here as one is available. You can then continue onto the next call or go to a Guild Hall to answer questions.  It is important to never tell the player what the GM may do for them. It would be to your advantage to familiarize yourself with the ‘Role of the Game Master’ document that was mentioned earlier, so that any information that you do provide is accurate. A GM may ask you via his/her .tell command for more information; use the .helpme command to respond.  If the GM wishes or needs to speak to the player to resolve the problem the GM will become visible.

APPENDIX B:  URLs FOR SUPPORT QUESTIONS
This section was designed in an attempt to arm the counselors with the tools and resources needed to efficiently answer questions of players. This section will allow you to direct players to the www.uo.com webpage for calls that counselors cannot handle or are unequipped to handle.

· What is the role of a GM? (what can they do?):  http://support.uo.com/gm_0.html
· GMs Limitations (what they cannot do):  http://support.uo.com/gm_1.html
· Paging a GM (how to page, how not to):  http://support.uo.com/gm_2.html
· How do I know what is “legal” in UO?:  http://support.uo.com/gm_3.html
· What happens when people get Banned?:  http://support.uo.com/gm_4.html
· Boats:  How do you get a lost boat back, trapped boats, deleted boats (at the time of this writing the FAQ did not include that players can recall from boat master keys to get back to lost boats):  http://support.uo.com/gm_5.html
· General Questions (Can’t you take my word for it?  How long do I have to wait here? Why GMs come to calls invisible.  Blocking off areas is illegal):  http://support.uo.com/gm_6.html
· Guilds (all about guild and guildstone issues):  http://support.uo.com/gm_7.html
· Exploitation:  http://support.uo.com/gm_8.html
· Harassment:  http://support.uo.com/gm_9.html
· Housing (placement, can GMs help?):  http://support.uo.com/gm_10.html
· Lag, Latency, Slowdown:  (Why is UO so laggy?) http://support.uo.com/gm_11.html .  Information on lag and current Internet issues can also be found in the Connectivity section of the Official UO Message Boards:  http://boards.uo.com 

· Lost Items (can GMs replace? Timewarps):  http://support.uo.com/gm_12.html
· Miscellaneous Items (broken items, timewarps, email, newbie items, stat loss):  http://support.uo.com/gm_13.html
· Names  (why GMs will not change names):  http://support.uo.com/gm_14.html
· Trapping NPCs and Monsters:  http://support.uo.com/gm_15.html
· Reputation Problems:  http://support.uo.com/gm_16.html
· Shopkeepers (not in shops, not buying/selling):  http://support.uo.com/gm_17.html
· Stats and Skills (advancement, stuck, etc.):  http://support.uo.com/gm_18.html
· Being physically stuck in game:  http://support.uo.com/gm_19.html
· Test Center rules:  http://support.uo.com/gm_20.html
· Towns (places of interest, IGM assistance, player run events):  http://support.uo.com/gm_21.html
· Official UO Message Boards:  The Official UO Message boards are a great source of knowledge about current topics that are often answered by other players, as well as OSI employees:    http://boards.uo.com 

Another major call we receive is regarding murder counts.  An essay on http://uo.stratics.com/murder.shtml is excellent for explaining murder counts.

APPENDIX C:  TIPS AND TRICKS (COUNSELOR DO’S AND DON’TS)
· Stay in the Britain Guild Hall when not taking calls. This allows you to be a true public figure, and people will respect you for being in the game and answering the questions. Loitering in jail is not allowed, unless you are taking a quick break or logging out.

· Create a “Hello” macro that will say a Hello type phrase such as “Hail, what can I help you with” and have that followed by a “Say: .showids” macro.  This will allow you to arrive on the scene and immediately catch everyone’s ID # and save it to your log file before they a) run off the screen or b) in case you forget.  Under normal circumstances this will not be needed, but if you arrive on a call where harassment is happening, you will have a record of everyone who was there when you arrived.

· Keep a log.  You will need to add the following two lines to your uo.cfg file:

SaveJournal=on

JournalSaveFile=<path>=<drive>:\<path>\<filename>.txt

   (for example:  JournalSaveFile=C:\games\UO\journal.txt)

      Just remember to delete it every once in a while or it can grow into a 30 meg monster.

· IRC tricks: Instead of typing out your log-on lines every time you run IRC, you can set up to 5 commands to perform when the client connects.  Go to “General Options” in the toolbar, select the “Perform” tab and type in your lines there.  For example:

/msg nickserv ident <password>

/msg chanserv invite #uo-central

/msg chanserv invite #uo-council

Then select the “IRC switches” tab and check “Auto join on invite.” When you connect to the server, it will automatically perform these actions for you.

· If you are performing a wedding, use macros instead of typing it all out.  If you need the macros.txt file that has the wedding script in it, just ask your wedding coordinator for it.

Do’s

· Treat everyone in a patient, kind and respectful manner
A Counselor must be friendly, understanding, patient, use good grammar, avoid offensive or abusive language of any kind, have good people skills and be able to talk easily to people who might be upset or confused. Remember, your actions, whether they be positive or negative, will affect the image of the other Counselors, Game Masters, and the game community itself, so you must be on your best behavior to everyone.  Think of yourself as having been appointed by Lord British himself to assist his loyal citizens in time of need.

· Help all players to the best of your ability
Answer all questions asked from all players, regardless of whether or not you like their playing style. All players deserve help, whether they are new players, old timers, murderers, Glorious Lords or newbies.

If you don’t know the answer, try to find out from other counselors in IRC. Don’t be afraid to tell the player that you don’t know an exact answer to their question.  No one person knows everything about the game. Honesty is appreciated more than making incorrect statements.  Incorrect answers will cause players to distrust your guidance, and perhaps the guidance of all Counselors. 

As a rule, you can also direct players to pages on the http://www.uo.com/ website.

· Treat everyone the same. A counselor must remain a neutral entity
It is important to treat every player as a valued guest in the Realm.  Treat all players equally with courtesy and diplomacy. This also includes the other members of the Team, including GMs, your fellow Counselors and Senior Counselors. 

Do not take sides and do not play favorites.  Especially, don't do anything that might leave the perception that you are abusing your powers, either for or against a player. In the past, this particular problem has led to an overall bad name for the Counselor program. It is absolutely vital to remain objective in all situations.  Remember: Perception is reality.  If the players perceive that you’re abusing your power, then that will become their reality.

If you are ever unsure of how to act, contact a SRC, LC or GM immediately.

· Be consistent.

In your answers to questions about policy and procedures for Counselors, and the solutions you render to the customer. Remain consistent with what OSI and other Counselors are saying and doing.  This means staying on top of the Counselor message boards (http://boards.uo.com) and communicating regularly with your SRC and other Counselors.  If there is a question in your mind relating to any solution or topic, contact a higher authority for guidance.

· A complaint is an opportunity.
Each time someone uses the Queue, that player is saying to us, "I want to keep playing, but you have to fix this!"  This is an opportunity for us to show that we genuinely care whether or not they play our game.  Seize that opportunity!  Nothing creates loyalty quite so well as actually demonstrating that the individual matters.

· Have fun
Being a Counselor can (and should) be quite a bit of fun.  You were selected because you expressed a desire to help people, and helping people is fun. There is nothing quite like meeting an angry or frustrated player, helping him/her and watching them transform into a satisfied player.  It can be a heck of a good feeling.

Think of yourself as a teacher.  You will supply guidance to a large number of people and can easily make the game a much more enjoyable experience for them.

Feel free to develop an appropriate character for your Counselor and to counsel in character, say funny things or anything else that helps to make counseling fun.  As we all know, gamers as a class have a great sense of humor; a little of this goes a long way.

Also, feel free to suggest ways that the counselors can interact in the game that would allow us to make a more positive impact on the game and not take away from other players’ role-playing.

You can also attend and perform in player weddings.  These events heighten the role-playing experience for the players.  You can contact your wedding coordinator for assistance in performing or setting up weddings.

       Feel free to come up with "arrival" and "departure" messages unique to your counselor. 

· Continue to play the game during your non-Counselor time
Playing the game is why you came here in the first place, correct?  Keeping up with your game play will also allow you to be more informed about important issues or events in the game. It is important to not lose touch with the concerns of the players.

One advantage to being a Counselor is that you will have access to a lot more information about the game, which may allow you to better enjoy your normal playtime in UO.  You’ll come to understand more about how and why things happen in game.

· Be familiar with the game
Knowing how to play the game, where items are, how to perform certain tasks, and where information can be found covers most of what you will be asked.  Knowing first hand how to do these things will be very beneficial to you.

· Keep the other Counselors and Game Master informed about game issues.
Use the Counselor Web and IRC to discuss issues as they crop up.  Don't assume that someone else must have discovered a problem and reported it already.

· Stay within the game fiction

This means only talking about game-related topics. Avoid talking about Origin, your personal life, where you live, or other non-game topics. It's OK to be friendly, but while you're describing your dog's latest de-worming treatment, the number of players needing help is growing.

Don’t…

· Use bad or offensive language

When dealing with a player use absolutely no profanity or swearing. Do not ever mention any racial, ethnic or sexual slurs or connotations.

· Comment on OSI/GM policies and/or procedures.
      Do not speculate on how OSI/EA.COM or a GM will handle a situation.  Players listen to what a Counselor has to say, and it can get ugly if you tell them that something is ok to do, when in reality it is not.  Decisions like that are left to OSI/EA.COM and the GMs to decide.

· Exploit your status as a Counselor to upset game balance.

If you are found to be intentionally using your Counselor knowledge or powers outside of the written policy and procedures, you run the risk of not only being dropped as a Counselor, but being banned from the game as well.  See the section titled The Penalties of Abuse for details.  If you have any question of what constitutes abuse of your powers, ask your SRC for guidance.

· Tell other players that you are a Counselor when playing normally.

. You should maintain a complete separation from your character persona and your Counselor.  Even just mentioning that you are a Counselor to other players during game play might be taken as a sign that you are asking for special treatment, or are threatening them with reprisals by other Counselors.  If you never mention you are a Counselor while playing your character, no one can ever accuse you of trying to intimidate them.

· ‘Play’ the game while in your Counselor character.

The Counselor should not venture into the wilderness to explore, should not lead a party to scout, and should not seek to acquire any information or details of any player that they are not assisting.  Do not use your Counselor to explore dungeons or venture into homes.

· Bottle up emotions when taking calls.

Some of those players out there like to push people’s buttons, and if they can get you mad, uptight, or upset about something, chances are they will try to do so. In cases like this, do your best to remain calm and resolve the situation.

To put it in other terms, counseling is sort of like driving. Remember that old driving teacher that told you to never drive angry? The same applies here – if you take anger or frustration with you on a call, that will carry over to the actual player, whether you are aware of it or not. Be aware of this, and if you need to take a break, by all means do so. 

The worst thing you can do is to get angry or into an argument with a customer. As an "official" in the game, you can't possibly win an argument with a customer, even if you're in the right; if you're right, the customer just goes away even angrier and, if you're wrong, you make us all look like chumps for arguing in the wrong.

So don't be drawn into an argument.  If you can fix the player's problem, do so, thank him and leave.  If you can't, let him know that, apologize and leave, letting him/her know you have other calls to make.

If you have problems dealing with a person, here are a few things to try to calm the situation:

1. Let them know you can understand how they feel.

2. Use soft and reassuring language “Yes.  I know it can be frustrating”.

3. Tell them that by reporting design issues to OSI, they can be solved over time.

4. If you begin to lose control of the situation, then you can escalate the call to your Senior Counselor, LC, or a GM. Let the customer know you are calling in a higher authority to help him!  This will go a long way toward calming him down.

It is important that you always try to handle yourself with great self-control and patience.

Do not be rude or negative towards any other players, Game Masters, Counselors, the game, or OSI/EA.COM.  People will take what you say very seriously, so don’t say anything you might regret.

· Post as a Counselor to any web pages, chat rooms or email.
As a Counselor, what you say can be viewed as representative of OSI/EA.COM, the GMs, and your fellow Counselors.  Any and all conversations or posts referring to you as a Counselor can reflect upon Origin, the GMs, and other Counselors. Just be aware of how your actions can affect others.

No web pages relaying Counselor information, or Counselor-based Web pages are to be created without first consulting the Counselor Coordinator and obtaining approval.

Do not post to a web page, chat room, message board or e-mail list as another persona defiling or attacking the Counselor program, another team member, Origin, or Electronic Arts.

Note:  You are allowed to answer questions in the Official UO “In Game Support” message board (http://boards.uo.com).  See the Message Board section listed earlier in this Handbook as well as Appendix D.

APPENDIX D: OFFICIAL UO MESSAGE BOARDS
Once you have completed your Counselor training, you will be able to use your Counselor account to post on the In Game Support section of the Official UO Message Boards (http://boards.uo.com).  You will also have access to the private Counselor message board that is not available to the public, so that you can discuss Counselor related items.

The In Game Support message board is a place that players go to ask game play questions.  As a Counselor, you are encouraged, but not required, to answer questions there.  The benefit of answering questions on the In Game Support board is that more than one person can see your answer.  This benefits players and Counselors alike, because more than one person can see the answer to the question, which in turn can save many players from putting an in game Help request to get that same question answered.

The Counselor message board is a great source of information where announcements are entered by OSI staff, as well as a good place to get feedback from your fellow Counselors on various Counseling related topics.

Below, you will find some rules and guidelines to follow when posting to the message boards:

· When posting to either the In Game Support board, or the private Counselor board, you must adhere to all of the rules stated in the Counselor Handbook and the Counselor Terms of Service.

· Please be considerate to others when choosing a signature picture (if you include one). As a general rule of thumb, try to keep them below 30kb in size and keep them pretty small in physical size. Signature pics add personality to the post, but remember that they will also take time to load (especially on people with slower connections) and they create a lot of scrolling on a message thread. Pictures should also not distract the reader from your actual post also.
· Please treat the players with the same respect here that would in IRC or in game. As a general rule, do not post anything on the boards (or say in IRC) that you would not want seen on one of the many UO player run sites.
· Do not comment or speculate on OSI/EA.COM policies or procedures (how a GM/OSI will handle a particular situation, or what is or is not considered an exploit).
· It is a good idea to try to give the players there a chance to answer the question. If their question goes unanswered for a bit, or goes one or two replies without answering the question asked, then by all means step in and help them out. If someone already answered it though, and the answer is adequate, then it is probably time to move on to a different thread.
· You should take ownership of a thread if you decide to answer a player’s question.  Check back to that thread later to see if they have any additional questions or comments.  This avoids getting conflicting answers from more than one Counselor.  Likewise, if you see a post that another Counselor has answered, give them time to respond to any further questions to that thread before posting to it yourself.  As a courtesy, you may want to let the Counselor know that they have a player waiting for a reply.

· Counselor presence is great for the In-Game Support forum, but there is such a thing as overdoing it.  Not all posts need to have a Counselor’s response to it.  Avoid starting new threads, as you are there to help players answer questions.  Don’t post just for the sake of posting.
· Make sure that your answers are accurate, and don’t post an answer to something which conflicts with what another Counselor has posted.  If you find that a Counselor has posted an incorrect answer, let them know so they can go back and post a follow-up with the correct information.
· Any billing issues should be referred to contact the billing department. Banning questions should be referred to admin@uo.com . And Tech Support questions should be referred to tech@uo.com . None of these really touch on game play questions at all, but you can point them in the right direction. If it is a Tech Support question, and you have experienced that problem and know of the solution, you can let them know what worked for you, but don't go into troubleshooting and always add a comment like "If this does not fix your problem, please contact the Tech Support department at tech@uo.com ."
· Always sign your post with your Counselor name and the region that you Counsel on.  An auto signature can be set up in your message board profile.
· If you ever notice that a post of yours has been deleted, please don't take offense. A Counselor Coordinator will send you a message on the boards that explains what post it was and why it was deleted. This is not to punish anyone, but to make them aware of what the reason for the deletion was so they can avoid it happening in future posts. Keep an eye on your Private Messages on the board for new ones.
· Check the Counselor board often for announcements from the Counselor Coordinators and other Counselors.
· Counselor names will show up as purple on the boards and contain a Counselor title automatically.  Red names are OSI employees.  Green names are message board Hosts.
· Have fun!
Counselors are only permitted to post (as a Counselor) to the Counselor board and answers to questions on the In Game Support message board (both of which are located at http://boards.uo.com).  Do not post to any of the other boards (http://boards.uo.com or elsewhere) as your Counselor persona.

WHAT’S NEW

5.0

· Overhaul of the entire manual to bring everything up to date

5.1

· Updated the =tp command info to remove references to transferring monsters, npc’s, or corpses.

· Updated the Requirements/Responsibilities of a Counselor section.

· Updated Penalties of Abuse section.

· Added Sunset Clause.

· Corrected grammatical errors.

· Added Confidentiality section.

· Added Scheduling section.

· Updated the FAQ section.

· Added =ss(seeskills) and =iv(invisible) to the tools list.

· Updated the =an(animate) command info.

· Changed references from Shard Lead Counselor (SLC) to Lead Counselor (LC).

· Changed shard references to reflect regions.

· Removed references to a Global Queue message board.

