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Introduction: library reference services

http://www.textalibrarian.com/




(Breitbach, Mallard & Sage 2009)

(Bedwell 2009)

Introduction: widgets vs VR



Who is offering subject 

chat reference?

• Age groups

• Subject responsibilities

Are librarians 

advertising the 

subject chat 

reference option?

How does the frequency

of chat questions differ

from other methods of 

individual consultations?

How much time is 

spent connected to 

the chat per week?

Methodology: survey



• 61% of chat widget users are Millennials or Gen X

• 60% of chat widgets are equally distributed among 

Math/Sci/Eng, Humanities, & Social Sciences

• ~70% of librarians advertised the chat widget using one or 

more methods

• ~70% of librarians are are connected to the chat widget 

more than 20 hours / week

• In person or email consultations are frequent

• Chat or phone consultations are infrequent.

Results: general findings
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• Librarians who are connected longer to their chat widgets 

receive more chat and in person consultations.

• Librarians who are connected less to their chat widgets 

receive more email consultations.

Results: connection time analysis



Weekly or Daily consultations vs number 

of hours connected to chat widget

0-19 hours 20-29 hours 30+ hours

In person 62% 68% 79%

Chat 8% 25% 54%
Email 86% 70% 64%

Phone 52% 37% 35%



• 64% of librarians advertised the chat widget in a workshop.

• Librarians who used multiple ways of advertising:

• spent more time connected to the chat widget

• received chats questions more frequently

Results: advertisement analysis
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• Social sciences librarians advertise more and favour 

multiple ways of advertising.

• Social sciences & Humanities librarians receive more daily 

or weekly chats than Science / Engineering / Health 

sciences librarians.

Results: subject guide analysis
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Consultations performed weekly or daily

Math-Sci-Eng-

Health

Social Sciences-

Humanities

In person 63% 73%

Email 63% 86%

Chat 12% 43%

Phone 52% 37%



• Millennials advertise more than other age groups

• Millennials and Gen X are connected longer hours to the 

chat widget than Baby Boomer.

• Millennials and Gen X more frequently received weekly or 

daily chats than Baby Boomers. 

• Older Baby Boomers reported more consultations through 

traditional means (email, phone, in person).

Results: age group analysis
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Consultations performed weekly or daily

Millennials Gen X Young BB Older BB

In person 74% 54% 63% 92%

Email 70% 56% 65% 93%

Chat 39% 33% 13% 15%

Phone 9% 41% 48% 57%



Are you aged 24 – 39?

Are you a social 

person who advertises 

your services in as 

many venues as 

possible?

Do you work long 

hours in your office?

Are you a social sciences 

librarian?

Conclusions: should you have a chat widget?



Out-of-class communication (OCC) 

“student-faculty communication in 

the instructor’s office, informally on 

campus, or before and after class.”

(Balayeva and Quan-Haase 2009)

“OCC between students and faculty 

is associated with considerable 

positive student effects, including 

motivation, career direction, or 

pursuit of more advanced 

education, satisfaction with 

university, retention, personal and 

academic growth and achievement, 

and persistence”

(Balayeva and Quan-Haase 2009)

Conclusion: positive effects of OCC



Thank you!


