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What is LibraryH3lp? 

LibraryH3lp is an integrated  
web chat/IM/SMS platform 
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Co-Creator is a Librarian! 

(From Windows, Fall 2009, accessed June 16, 2012) 
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Features 

! Entirely Web-based 
! New Message Sound Alerts 
! Typing Notification 
! Optional Chat Transcripts 
! Email Transcripts 
! Customizable Widgets 
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User Experience 
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Chat Widget : Patron View 
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Chat Widget : Librarian View 
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Pros 

! Multiple Queues & Librarians 
! Highly Responsive Staff 
! Extensive Documentation 
! Mobile-device Friendly 
! Optional Text/SMS features 
! Price is Right! 
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Costs 
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Cons 
! Some technical issues 
! No scripted messages 
! Audio Alert Only 
! No Co-Browsing Functionality 
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Bonus Features 
! Flexible License 

allows for sharing across institution 

! Customizable FAQs 
part of the standard subscription 

! After Hours Staffing Options 
partnered with Chatstaff for after hours 
coverage, at additional cost 

! Reports 



LibraryH3lp 

Custom FAQs 
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Reports 
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Overview 
Mosio is a web-based text, online chat and 
email service which enables library reference 
staff to interact with increasingly mobile users. 
 
Simply put, this allows us to engage with our 
community college students in a venue they 
understand and use with each other, daily. 
 

Text is the new talk! 



All Channels - Users’ Choice 



All Channels - Users’ Choice 



Dashboard Display 



Dashboard Display 



Pros 
!  Shared monitoring among multiple librarians 
!  Chat tab available regardless of where user is 

on website 
!  Customizable stock answers and auto 

responses 
!  Easy to set up and train staff 
!  Convenient for patrons 
!  Inexpensive – cost range from $888-$2388 



Early Adopter 
!  Statistics show a steady increase in usage, 

year over year, until 2013 when it really took 
off! 

YEAR 2013 

YEAR 2012 

YEAR 2011 

YEAR 2010 



Cons 
!  Microboard 

!  Easy to miss new alerts 
!  Need to frequently refresh 

!  Good stock answers and auto responses that 
are widely helpful, but it can be difficult to 
construct succinct answers 

!  Users might view digital communication as 
replacement for coming in person, rather 
than a service enhancement 



Bonus Features 
!  Record interactions and statistics 
!  Marketing materials 
!  Training videos for staff 
!  “I Got It” Question Claiming 
!  Plugins + Apps for Drupal, Joomla!, Wordpress 

and Facebook 
!  Options to receive questions and send 

answers at anytime from anywhere 
!  Quick support response 
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Overview 
!  Springshare’s solution for reference services 
!  Basic LibAnswers platform offers: 

!  Framework for a library-created knowledge 
base of questions, integrated with a system for 
users to contact librarians by email 

!  Add-on modules include: 
!  LibChat (platform for real-time chat reference) 
!  SMS (text messaging) tied into email interface 
!  RefAnalytics (reference statistics collection) 

LibAnswers 



Costs 
!  Annual subscription 

based on FTE and 
expected usage 

!  Pricing for LibChat 
module depends on 
# of concurrent 
operators 

!  Pricing for SMS text 
messaging depends 
on # of messages 
needed per year 

!  Rowan: $1599/year 
for LibAnswers with 
SMS and RefAnalytics 

!  Berkeley: $1,899/year 
for LibAnswers, 
Unlimited LibChat, 
Reference Analytics 
& Email Integration 

LibAnswers 



Features – public facing 
 

! Easy to use natural language search box 

! Multiple ways to browse public questions – Most 
Recent, Most Popular, by Topic, by Keyword, etc.  

! LibChat –  
!  Accessed via an embedded chat widget; 

includes “patron rating system" 
!  Transcripts, canned messages, chat widgets 
!  When offline, patrons are directed to 

knowledge base and email submission form 

LibAnswers 









Student 
View 

Librarian 
view 



Features – for librarians 
! E-mail, chat, text 

message, and in-
person questions 
integrated in one 
platform 

! With RefAnalytics, 
you can measure 
up to 10 types of 
data for each 
reference question 

! Statistics can be 
generated instantly 
in graphical format 

! Query Spy lets you 
see what answers 
users couldn’t find 
on your site, and 
what they clicked 

LibAnswers 















Transaction Statistics: Reference Analytics 



Pros 
! Multiuser access – can be used at multiple 

library service points, & in librarian offices 
! Highly customizable to your library’s needs 
! Extensive analytics and statistics (captures 

the complexity of reference transactions) 
! Seamless integration with other 

Springshare products & excellent 
technical support 

LibAnswers 



Cons 
! Customization requirements –  

!  Requires someone with good technical skills 
and enough time 

! Training requirements –  
!  Librarians may require several training 

sessions to become comfortable with the 
complex, icon-oriented interface 

!  May also have to adjust to new reference 
workflow required by LibAnswers & LibChat 

LibAnswers 



Other Considerations 
! Staffing – multiuser issues 

!  Handling several chat requests at once 
!  Having adequate coverage for several 

different modes of patron communication 

! Hours of operation 
!  Handling night and weekend coverage 

! Usage of the stats 
!  Staffing, knowing what questions users have 

LibAnswers 



Questions? 
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