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WHO @ alaama D (Livechat] il

LIBRARY STAFF

* “Agents” | AAL site reps / AAL coordinator / Manager

e Other staff — intranet services, ITS, finance, other LiveChat
groups...

USERS

 Anyone!...not as simple as it sounds

3446 users of our Ask a Librarian chat reference service between 1 Feb
and 16 Apr 2018:

Country location (339

I'm enquiring as a: (2997
92% — Australia

‘ 80% — RMIT Student \

3% — RMIT Online

3% — Vietnam

3 3% — Singapore
4 12% — RMIT Staff

0% — Europe
\ 4% — Visitor

2% — Other
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1st quarter stats - Chat and Email
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Student Enquiry Request Count
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Library Service Desk - excluding chat. 1st quarter 2018
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Broad users groups with broad information needs



WHEN

When can I expect an answer?

Help is available on Melbourne time.

Semester hours:

®) <

NEED HELP?
ASK A LIBRARIAN

* Monday to Thursday: 9am-8.30pm

e Friday: 9am-5pm
* Weekends and public holidays: 10am-4.30pm

AAL Site roster from Mon 5 Feb 2018:-

Monday Tuesday Wednesday Thursday Friday Saturday Today n n Wednesday, May 2 ~ P” nt Week
:00541:00 Swanston Swanston Swanston Swanston Swanston Brunswick 06:00 NPW
: ' 2 staff 2 staff 2 staff 2 staff 2 staff 12-4.30 chat
08:00 Russell & Marita
Brunswick Brunswick Brunswick Brunswick Brunswick 13‘1"?32':3( 0 9 0 0 AAL A d & F -
: - = \
s 1 staff 1 staff 1 staff 1 staff 1 staff (from 373) naie awnia
Bundoora Bundoora Bundoora Bundoora Bundoora Cariton Lynne & Ursula & Jane
1 staff 1 staff 1 staff 1 staff 1 staff 10-4.30 chat
Carlton Brunswick Carlton Carlton Carlton Swanston 11:00 Dalith & Julian (Cariton) & Trac ey
1 staff 1 staff 1 staff 1 staff 1 staff 10-4.30 email
1.00 - 3.00 s - .
Bundoora Bundoora Bundoora Bundoora Bundoora 11 00 SLC Pat”CIa
1 staff 1 staff 1 staff 1 staff 1 staff
Russell & Will & (Carlton) Fawnia
Swanston Swanston Swanston Swanston Swanston .
3002500 2 staff 2 staff 2 staff 2 staff 2 staff 13:00 SLC Marita
Brunswick Brunswick Brunswick Brunswick .ml'. AAL A Danie”e 8‘ Crai
After 5 pm (chat from (chat from (chat from (chat from
4.30) 4.30) 4.30) 4.30) Julian & Karen & Anne
Bundoora Bundoora Bundoora Bundoora -
(chat) (chat) (chat) (chat) 17:00 Anna & Steve & Jodi & Jez
Carit Carit Carit Carit . 1: -
o D i e 21:00 Extened opening Cecilia & Vinnie
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WHERE

Where do we run the service
Anywhere — at all sites (see precious slide)

Where do users access the service

#® RMIT
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> BACK TO LIBRARY

Library subject guides

All guides | Home

A-Z Database List

BY GROUP BY SUBJECT BY TYPE BY LIBRARIAN
Vst of Databases the liorary subscribes to, including trial access
1o AZ List
Search Search
Need help? Ask a Librarian!
Showing 15 Subjects
Architecture and Urban Design [13]
art o

@ Ask a Librarian
by chat, email or phone

Biomedical, Health and Nursing

Business and Law

Library futures| X

Books,articles and more
Design
PAGE 1 143,723 Results

Education A Save query

suBJECT GUIDE

7 RMIT Library Subject Guide:Sustainable Futures (ENVI1153)

Online access 2
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Topographies of whiteness : mapping whiteness in library and information
science

Gina Schlesselman-Tarango editor.

2017

Available at Swanston General Collection (020.9 T675 )

)
o
Y

armicLe [ multiple sources exist. see all

Espress yourself: Espresso Book Machines tie self-publishing to Maker
culture.(LJ SERIES: LIBRARY FUTURES)

Koerber, Jennifer

Library Journal, Oct 1, 2012, Vol.137(16), p.23(4)

& Services Librarian at the Boston Public Library and an... Library System (RCLS); Sacramento Public Library (SPL.
Temecula Public Library, part of the yy

Online access

)
-]
£

armice [ multiple sources exist. see all
[ Making space for creation, not just consumption: libraries around the
United States offer tools for patrons to learn by doing.(LJ SERIES: LIBRARY
FUTURES)
Britton, Lauren
Library Journal, Oct 1, 2012, Vol.137(16), p.20(4)
& , with their design of the "public library of te future... boys came nto the Fayetteville Free Library, NY...

Online access

P RMIT

UNIVERSITY

> HOURS AND LOCATIONS
> ROOKIT

ADVANCED

LibrarySearch OUNT | LOG IN TO LIBRARYSEARCH | HELP @

I -

Browse Launch

subfet uides i
Collection guides. v

DATABASES A-Z

COURSE RESERVE

GOOGLE SCHOLAR

RESEARCH REPOSITORY

Quick links

> LIAISON LIBRARIANS > OTHER LIBRARY CATALOGUES

> RFEFRFNCING AND ENDNOTE 3 FEEDBACK
eed help?

HLITIES

> ASK A LIBRARIAN

AFF OUTSIDE

Need help?
Chat with us!

Delivery

Classes and tutorials.
Computers and study rooms

About the Library

News.

\ s

Z
-
( 2

CCONFUSED ABOUT
REFERENCING?
EASY CITE CAN HELP!

{
\
|
i

INTERESTED IN
BUSINESS OR
SUSTAINABLE
BUILT
ENVIRONMENT?

CHECK OUR NEW
DATABASES ON TRIAL!



WHY.

All users are engaged with us digitally

E preferred collection development policy.

Full and partial online courses.

Global reach = global engagement and responsibilities.

Digital first overlay to be applied to all our services.
A good fit.

Chat satisfaction (v

® 388 rated good ® 51 rated bad

Average chat duration

30 ® average chat duration
30 min
20
10 20 min
0
1 Jan 14 Jan 27 Jan 9 Feb 22 Feb 7 Mar 20 Mar 10 min
0 min
1 Jan 14 Jan 27 Jan 9 Feb 22 Feb 7 Mar 20 Mar
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Skills, support and training

All frontline staff have been impacted
 Reference staff
e Library officers

®RMIT

UNIVERSITY

FRONTLINE Services Site

UNIVERSITY
ABOUT [MELEIIENEE BRUNSWICK BUNDOORA CARLTON SWANSTON  INDEX - .
ks Linarian Ask a Librarian
LIBRARY-WIDE e
Ask a Librarian
Tools Procedures Live Chat
+ Emergencies only - call Security x53333|  yseful Documents for Shifts Welcome to the Ask a Librarian Google site.
Key + 52020 contact centre
lAAL chat l ALMA la:m e + AALprocedures Roster . : - i
- Dok St - i e y Any issues with the Ask a Librarian service should be reported to:
i o5 s + First Aiders & Wardens Reading
Passwords N2K manual | directory e e Search skills ini 2 Vi
. gs/cancellations (SLC 1 Administrator: Viv
. - recording n ESS .
e Need2Know Carlton (Mon, Tues, EREFER{NCE COMPETENCIES for the modern librarian. VOL 2 (1) 2018
- + SMP Guidelines and Procedures CONTENTS
Reporting « Theftin the Library announcement . ED.'ORIAL CovER
Acting Manager: C
. EDITORIAL
Feedback [Interesting (jTproperty | Service& Forms 9925 3564 or 9925
register | questions log Support Welcome to Volume 2 of Reference Competercies for the Modern Libraran CLAIM A BUTTON
+ Exhibiing n the Library
o e i Quick o Reference librarians across library sites are responsible for delivering baseline subject knowledge in a range of disciplines. MYEUTTONS
roperty Your reference subject expertise is required for both face-to-face and digita, Ask a Librarian reference services. FEEDBACK FOR
ey | jomit. | referrats | Enguiries

~ ®RMIT NeedZKnow

all desk news all reference enquiries all sites

Search this site

Liaison Librarian Referral

Home

Desk News
Reference Enquiries
About
Add content
Subscribe
Search N2k
Ask a Librarian

Nesd2Knowis thekey Library-vide tol fo kesping curent wich mportan desk news, reference engiries
and assignments across all sites. All loans, reference, AAL and liaison librarian staff are encouraged

Subscribe, consult and contributs
Add content

Use this form to refer an enquiry if the Liaison Librarian cannot be contacted in-person or £
or to pass on subject-specific questions of interest to Liaison Librarians.

Your email address (charles.barnett@rmit.edu.au) will be recorded when you submit this {
you? Switch account

Frontline services site
Database access problem form

©

[efq

Subscribe

DeskNews

Ref Enquiries

SearchN2K

quired
Browse entries by:
Type Subject
College * (any ste/9) Al dec na - Loans - R ns -

Based on student's enrolment or staff member's employment:

(O Business and Law

s

&3 Facebook (3 Twitter

(O Design and Social Context
RMIT Stuff you need to know |

O Science, Engineering and Health

SERVICES
(O REW/ Foundation Studies organisational design Library Quest competition W have recenty firished our Library
& of the Re-imagining the Quest compelition and have two winners of the $500.00 Coles Myer gift
lews with Senior Staf - vouchers who will be announced shortly Fesdback from the quiz was
o o027, 2018, 537 vy Grs Bmen
and Friday 20 Ap Next sic Update #4 Maths and statist ok e i
NEXT e Netherands and pe oo (OTVAC week. Monday

prep:
28 May to Friday 1 June. For information

+ principles launched This Posted Ape 27, 2018, 344 AM by John Fong

senvice principles. A

David gave are now

Stationery, vending machine for Swanston Library Property Services wil be trialing @
stationery vending machine for a 6 month period. The vending machine willbe located in
Building10 Level 6 in the unsecured Library space

Pasted Apr 18,201, 453 PM by Stephen Gilespie

Showing posts 1 -3 0193, View mare »

UmNIVENnNOLIT 1

DEVELOPERS
Use this ste to build your expertse in key competency areas, both subject specific and generic. Over time you can become

proficient in alof areas (f you are not already) GIVE FEEDBACK
The 2018 volume is a refresh o the last and sends a challenge to alreference professionals working at RMIT University
Library. Ths year we would ke youto set a goalin your work plan to complete atleast one of the subject competencies

listed on the site. Make sure you claim a button after you complete the online training. Library site managers will be notified SUBJECT

of your completion when you claim each button. COMPETENCIES

The site also has the option to provide feedback. | would really love to hear your comments as we continue to develop and ADVERTISING &
MARKETING

build the reference competencies site.
ARCHITECTURE &

Enjoy! DESIGN

Tanya Bramiey, Stategic Manager for Reference Services BIOMEDICAL,
HEALTH & NURSING
BUSINESS
ENGINEERING

FASHION & TEXTILES

HUMANITIES AND
SOCIAL SCIENCES

Law

INTERDISCIPLINARY
COLLECTIONS.

CORE
REFERENCE
COMPETENCIES

] ASK A LIBRARIAN

Times

Who's Who AV & STREAMED

RESOURCES

LibrarySearch stats: March 2018 Business based searches were popular in March with a
variety of business based searches topping the Top 20 Please see below for the Top 20 searches
and Top 10 zero

Pasted Apr 5 2018, 135 PM by Amela Rowe

Library Search indexing updates Working with staff from LR&A and CD&R some changes have
bean made to the L RMIT from Alma are
designed to improve

Posted Mor 15,2015, 1220 PM by Amelia Rowe

LibrarySearch stats: February 2018 With Library quest under way the search for meteorite
collsion has worked its way to 4th spot siting a shortdistance behind the ever popular lynda.com
in 3rd place
Posted Mer 2,2015,

0 PM by Amelia Rowe

‘Showing posts 1-3 0166 View more »



FUTURE?

Experienced staff — digital CX experience.

Re-configure the front facing physical services.
Re-configure the chat service.

Extended chat services.

Flexible service provision — working from home.

Further integration and positioning into our online services.

Library initiated chat.

ChatBots and personal assistants — what impact?
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