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How to Navigate 
the Master Gardener Helpline

February, 2024

Presented by Shelley Aistrup, MG
Lee County Master Gardener Association
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Begin by logging in to the ACES site

https://www.acesagmg.site/login.php
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Navigate to the Helpline Desk
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How do questions originate?

•The client calls 
the Helpline.

•The client emails the Helpline at
https://www.acesagmg.site/public_request.php
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https://www.acesagmg.site/public_request.php
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Notice the Reports Tabs and Voice/Email 
Inbox Tab
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Begin with Voice/Email Box to find new 
questions

•Listen to the email and take notes regarding 
the following info:

Name, phone #, email, county, gardening 
question 
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Click on the New Client New Report button
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Fill out the Form
Check to see if client is in the 
system or not.
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If Client not in system, complete contact info

County
Name
Address
Email
Telephone #
             Submit
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Enter information about the question
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This information will include:
•Basic Description
• Scope of Problem (How much area is effected? How 

long has problem existed?) 
• Environment (Drainage, terrain, exposure, etc) 
•Diagnosis (What is likely cause of problem?)
•Recommendation Given (Treatment options offered? 

Publications or reference material recommended?) 
•Materials/Publications Sent
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Be sure to make notes about your actions

Enter calls, emails sent, publications 
sent, requests made………..
Include the date the action was taken.

12



1/3/24

7

More information to include:
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What else is available on the form?
You can email the client, 
request photos, refer to an 
agent, or upload photos.
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Now the tough part, answering the ?

•No immediate answers

•No instant experts

•Research, then respond
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How to respond to a question?

• Call or email if you don’t have enough information to answer the 
question. Think of strategic questions that will guide you.

• Sometimes the best person to answer the question is an Extension 
Agent. If so, refer the question.

• Choose research-based sites to find the answer.

• Email publications or sites to the client. Document your response.

• Call the client with the response if they don’t have email.
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What happens after you submit the form?
•The report lives on the website under All Reports 
and under your My Reports.

•Other MGs can
follow up with info, 
calls, or will mark 
as No Response.
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Now it’s time to sign up for Helpline!
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John Sewell,  Helpline Coordinator
Dani Carroll, Regional Extension Agent
Other MGs who are working that shift

Work for a shift or a few hours.
Learn new information. 
Get to know your fellow MGs!

Who will help you on site?
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How to Navigate 
the Master Gardener Helpline

Thank you for attending today!

Shelley Aistrup, MG
Lee County Master Gardener Association
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