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What is LibAnswers?

● LibAnswers is a multi-channel communication platform for libraries. 
● Libraries  answers questions via:

○ Chat
○ SMS
○ Email
○ Facebook
○ Twitter

● Also provides library an FAQ platform





Background

● 2016 Tech Expo Presentation: LibAnswers for E-Resources
○ More efficient than email routing system we were using
○ Easy to transfer to another librarian
○ Tracks problems

● PLA
● Trial 

○ Began in July
○ Signed contract in October



Planning, Practice and 
Roll-Out
● One queue

○ Focus on chat reference
○ FAQs

● Ask Us
● Implementation team
● Gift Card Contest

○ Get a login, get an entry
○ Practice question, get an entry

● Live on March 3, 2017





Challenges

● Staff Concerns
○ Priority: In-person or online
○ Logging off at the end of the day
○ Unknown volume of questions
○ Fear of “Big Brother”



Challenges

● Making it easy to log on
● Integration with website
● Sound
● Handling “interesting” customers
● Which questions should be handled by a manager
● Management/performance - what do managers get to see?



Suggest a Purchase

What we were doing before:
Forwarded to a Collection Development email or branch staff
Problems:
● No continuity - tone, speed of response
● No way of knowing what materials were approved for purchase, what 

was being turned down
● Difficult to organize using only Gmail folders



Suggest a Purchase





Suggest a Purchase

Challenges:
● Already had a form that was used heavily and wanted to make an easy 

transition for the customer
● Limitations as we tried to translate the existing form
● Email required
● PAC issues
● Implementing a large workflow change too





Suggest a Purchase

Success:
● Continuity - All using the same macros that we could customize, no 

bouncing people around unnecessarily - but easy to transfer if needed
● Track customer history
● Speed
● Great Analytics



Suggest a Purchase

May 22, 2017-December 22, 2017 - 3,727 purchase suggestions reviewed



Suggest a Purchase



Suggest a Purchase



Suggest a Purchase



Suggest a Purchase



eMedia

Previously: 
● Same challenges as 

Suggest a Purchase
● One question might end 

up with 10 emails back 
and forth getting basic 
information





We Recommend

Previously: 
● There was no previously, it’s brand new!
● We were able to design it from the ground up - no 

expectations
● It was still challenging to format it in a user-friendly 

way - we went back and redesigned it after testing



We Recommend



Internal Discussions

● Corrals all the comments into one thread
● If people reply “by accident” to the email you can easily add it to the 

thread
● Easily readable and searchable
● Archived (somewhere outside of email)



Internal Discussions



Questions?



A Kaleidoscope of Discovery


