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This is not news!  Others are talking about this

September, 2018 Michael Epstein: ‘That thing is so annoying: How proactive 
chat helps us reach more users’ College & Research Libraries

April, 2014 Jie Zhang and Nevin Mayer: ‘Proactive chat reference: Getting in 
the users’ space’

Springshare Buzz / Newsletters
August 2018: Did You Know Proactive Chat Leads to More 
Engagement? It's Okay To Make The First Move
October 2018: Springshare Webinar: LibAnswers Proactive 
LibChat Helps You Reach More Users
September 2014: New Chat Widget - Proactive Chat is Here!



Stevens



No Disruption . . . 

● Maintenance

● Tweaking

● Assessment



Stevens

Locations of most 
Chat (Ask a Librarian) 
widgets.



“We don't make 
mistakes,  just happy 
little accidents.”  -BR



Desktop 

Mobile 





First Impressions
1. Immediacy

2. Location, Location, Location

3. More interactive, engaged with your users

4. Real world, experiences



But  . . .
1. What’s the difference.

2. Would it be annoying?

3. Would it interfere (slow things/people down)?



Timeframe Total Chats

Sept 2016 - May 2017 205

Sept 2017 - May 2018 490

139% Increase



RVCC - Site specific 
integrations



How do our users get help?

In-peƑƬƎn
TelƄƏơƨne

EmaƈƋ
ChaƓ!



A life raft for students







Staffing chat services



Statistics over 3 years
17 - 18 16 - 17 15 - 16

# Chats 1,401 400 389

% Change 250% 2.8% -27.6



Ratings since January 2017
Unrated = submitted

1 = Bad

2 = So-So

3 = Good

4 = Excellent



impact on our users
● Thank you :) Sometimes, I don't feel comfortable talking face to face so I 

prefer the chat. 
● great assistance in a prompt timing! RVCC librarians rocks
● Very direct and to the point, I got what I needed help with right away
● I got what i needed easily, thanks to the librarian
● thorough and patient with explanations!
● the librarian was fantastic. i got everything i needed
● provided lost of articles to choose from
● Very quick and my problem was immediately solved. Thank you



Fall 2018 statistics
Fall 2018 (8/28 - 12/11) raw stats:

Status AUG SEP OCT NOV DEC

Answered Chats 8 73 109 197 83



Improving Chat 
Participation with a Data 
Dashboard
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A monthly leaderboard 
shown at the liaison meeting 
visualizing chat statistics and 
a leaderboard for discussion.

Purpose: to diversify the chat 
schedule

The Stony Brook Experiment
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Leaderboards and Edtech
Landers, R. N., & Landers, A. K. (2014). An empirical test of the theory of 
gamified learning: The effect of leaderboards on time-on-task and academic 
performance. Simulation & Gaming, 45, 769–785. 
https://doi.org/10.1177/1046878114563662

▫ Inspiration for this project came 
from education technology

▫ Leaderboards inspired students to 
spend more time on projects

https://doi.org/10.1177/1046878114563662
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Distributed Leadership Theory
Jones, S., Lefoe, G., Harvey, M., & Ryland, K. (2012). Distributed leadership: A 
collaborative framework for academics, executives and professionals in higher 
education. Journal of Higher Education Policy and Management, 34(1), 67-78. 
https://doi.org/10.1080/1360080X.2012.642334

▫ Empowering a team of leaders 
toward self-reflection

▫ Collaborative leadership and 
learning within a team

https://doi.org/10.1080/1360080X.2012.642334
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Control Year 2016



27
Experimental Year 2017
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Comparing Chat Participants
Potential 

Participants
Actual 

Participants % Participating

2015 24 14 58.3%

2016 22 15 68.2%

Ex. 2017 26 20 76.9%
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Librarian Survey
▫ People hated it!
▫ Feelings were strongly tied to the 

position on the list
▫ Some people did find it motivating
▫ People liked the data
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Current Practice



Questions / Discussion



Thank you!


