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Website Goal
Patrons can find what they need on 
the library website without needing 
to ask for help, but make help easy 
to access if they need it.
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2 Ways to Help Patrons & Evaluate Your Website



How Collaborative Chat Works
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1,527
Chat questions from patrons in the past year 

(March 2020-2021)
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Which librarians answered our students’ questions? (March 2020 - March 2021)



Advantages of Collaborative Chat

▪ Students can get help more hours (24/7)
▪ Librarians get ideas from using other 

college library websites
▪ See how library patrons and other 

librarians use your website without help
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Chat Transcripts Can Help You...

Find content that is working
▪ Collaborative librarians 

point students directly to 
relevant guides/databases

Find unclear content
▪ Many questions 

about new services 
like printing

Find ideas for new content
▪ Answer questions not 

currently answered on 
your website
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Review existing content
▪ Research guides that 

were recently created
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Best Bet for Library Hours
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Clicks on Recommended Databases & 
Best Bets



Popular Searches
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Zero Result Searches
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Evaluating Your Website Beyond Google Analytics
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Resources

▪ Chat Visibility Guidelines - Ask Away collaborative
▪ Research Help Now - Michigan virtual reference 

collaborative
▪ Summon Statistics - Learn how to interpret search 

statistics in Summon
▪ Best Bets - Learn how to set up Best Bets in 

Summon
▪ Usability Testing - Resources for doing usability 

testing

https://askaway.org/staff/best-practices/visibility
https://researchhelpnow.libanswers.com/faq/279129
https://knowledge.exlibrisgroup.com/Summon/Product_Documentation/Summon_Analytics/040Subject_Areas
https://knowledge.exlibrisgroup.com/Summon/Product_Documentation/Configuring_The_Summon_Service/020Configurations_within_the_Summon_Administration_Console/Summon%3A_Administration_Console%3A_Best_Bets
https://libguides.lcc.edu/usability
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Thanks!
Questions?
You can find me at
▪ bernss@lcc.edu



Credits

Thanks to MiALA for opportunity to speak.

Thanks to all the people who made and 
released these awesome resources for free:
▪ Presentation template by SlidesCarnival
▪ Photographs by Unsplash

18

http://www.slidescarnival.com/
http://unsplash.com/


Brian Holda (Digital Services)
DU Libraries







Get Started
1. Go to fullstory Plans
2. Select your plan
3. Create Account
4. Paste fullstory snippet into your website
5. Login to fullstory

https://www.fullstory.com/plans
https://www.fullstory.com/




















When?
1. Launching a new feature (Journal Finder button)
2. Tracking select pages, subjects (APA)
3. Investigating problems (Summon)

https://pq7sb9bk9u.search.serialssolutions.com/ejp/?libHash=PQ7SB9BK9U#/?language=en-US&titleType=JOURNALS
https://davenport.libguides.com/apa/
https://davenport.summon.serialssolutions.com/?spellcheck=true&q=journal#!/search?ho=t&l=en&q=


Thanks
bholda@davenport.edu


