
Proactive Chat Pilot Final Report Summary 

Background 
In February 2016 the askON Steering Committee approved a proposal to pilot proactive chat in order to 

investigate the technical features of proactive chat in LibraryH3lp, explore what effect enabling 

proactive chat would have on traffic and volume of research questions, and test whether askON’s 

staffing capacity could handle projected increases and maintain the same high level of service.  

The Proactive Chat Pilot launched on May 9, 2016, and 

ran for three phases over twelve months ending on April 

21, 2017. All askON member libraries participated in the 

pilot by answering proactive chats. Five libraries 

participated as pilot sites during Phase 1 of the pilot, and 

an additional four libraries joined the pilot in Phase 2; all 

participating libraries continued through Phase 3.  

Libraries that participated as pilot sites added the proactive code to pages on their library websites 

based on recommendations made by the Task Force as well as local needs and technical capabilities. 

Final decisions around placement of the proactive chat code were made by individual libraries.  

Traffic 
askON traffic has increased 

consistently since the service 

transitioned to LibraryH3lp in Sept 

2015; this increase continued 

throughout the pilot period. The 

askON service received 9896 chat 

questions during the pilot, a 90% 

increase in traffic over the same 12-

month period in 2015/16.  

Of these, 2750 chats (28%) were 

submitted by visitors who accepted 

the proactive invitation. These 2750 chats 

were responsible for 53% of the increase to 

the service between May 2016 and April 2017, with the 

remaining 37% increase due to click-to-chat traffic. 

Traffic remained high through all pilot phases, with an 

increase of 135% in Phase 1, 81% in Phase 2, and 96% in 

Phase 3.  

Proactive Chat Task Force Membership 

Jen Booth, Georgian College (Co-Chair) 
Marnie Kursiss-Morrow, St. Clair College 
Tony Onorato, Fanshawe College 
Cheyenne Higgs, Seneca College 
Siobán Linnen, OCLS (Co-Chair) 

Proactive Click-to-

chat 

Percent 

Proactive 

Summer 118 384 23.51% 

Fall 1378 3481 28.36% 

Winter 1254 3281 27.65% 

Total 2750 7146 27.79% 

In June 2017 the Proactive Chat Task Force presented the Proactive Chat Pilot Final Report to the askON 

Steering Committee, recommending that askON offer proactive chat as part of askON’s suite of virtual 

reference services. The askON Steering Committee unanimously accepted these recommendations in 

July 2017. This document summarizes the key findings and recommendations of the Final Report. 

Figure 1 (above). askON traffic from May 2015 to Apr 2017. 

Figure 2. Proactive and Click-to-Chat traffic during the pilot. 
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All askON partner libraries saw increased traffic during the pilot year, including libraries that did not 

participate in the pilot. This increase varied by library, with the highest increases experienced by 

libraries that participated as pilot sites (see full report for a breakdown of annual increase by library). 

Staff feedback and traffic management solution 
An operator feedback form was shared with askON operators and was submitted 27 times during the 

pilot. This form asked staff to report their comfort with traffic levels during their most recent shift on a 

scale of 1-5, with 1 indicating that traffic was quieter than expected and 5 that traffic was higher than 

staff could manage. Staff reported that traffic levels during shifts was low and manageable during Phase 

1 (3/5 or lower), but increased in Sept and Oct 2016 to levels that some staff felt was higher than they 

could comfortably manage or that they felt was at risk of reaching that level. Between Sept 28 and Oct 

6, the operator feedback form was submitted eight times, with one report that traffic was at a level 3/5, 

three reports that traffic was at 4/5, and four reports that traffic was at 5/5. 

The Task Force took steps to ease traffic and implemented these changes between Oct 6 and 9, 2016. 

The Task Force also developed resources to help staff manage higher traffic levels. Following these 

changes, feedback from staff indicated that traffic was more manageable. All feedback received during 

Phase 2 after October 9 reported that traffic was at a level 4/5 (four reports) or 3/5 (one report).  

Figure 3. Staff comfort with traffic levels, as reported through the Proactive Chat Pilot Feedback Form. 

Traffic Management Steps Undertaken in Phase 2 

 Clearer branding to associate the invitation with askON

 Revised invitation wording to encourage research questions

 Increased timer length and capped proactive queues

 Removed invitations from main pages of George Brown and Georgian library websites

 Developed resources to help staff manage technical difficulties and balance higher traffic levels

 Shared feedback about technical issues with LibraryH3lp
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The Task Force also made several suggestions for managing traffic in the long term, which were brought 

forward for discussion by the askON Steering Committee and Site Coordinators, and which formed the 

foundation of a traffic management strategy that was implemented with the launch of Phase 3. 

Additionally, an update to the LibraryH3lp platform was released on January 23, 2017, which promised 

to resolve the technical issues experienced with higher traffic levels.  

askON staff feedback in Phase 3 indicated that traffic levels remained high but that shifts were much 

more manageable following implementation of traffic management measures and the backup staffing 

solution, with all staff feedback received reporting that traffic was at a level of 3/5 or lower.  

Visitor satisfaction 
Visitor satisfaction remained high throughout the 

pilot, with 98.2% of visitors who filled out the visitor 

satisfaction survey reporting that they were satisfied1 

with the level of service they had received. 

Visitors reported 100% satisfaction in Phase 1, 97.5% 

in Phase 2, and 98.9% in Phase 3, demonstrating that 

askON staff have continued to provide excellent 

service throughout the pilot year and that they have 

adapted well to the changing nature of their shifts 

due to higher traffic levels.   

Transcript analysis 
Reference and library questions2  were the most 

commonly asked questions during the pilot year, 

making up 79% of all questions (reference - 64%; library questions - 15%). Visitors who submitted 

questions via proactive chat asked for reference help 77% of the time, while those who used the click-

to-chat button asked a reference question 58% of the time. 

To reach visitors with reference questions, ideal placement of proactive chat was found to be within 

databases and discovery layers, and from pages identified by the library as a research starting point. 

From these locations, reference questions made up the majority of questions submitted via proactive 

1 Satisfaction is defined as having received excellent, good, or fair service. 
2 Reference questions are those that meet RUSA’s Definitions of Reference (American Library Association, 2008). 
Library questions include requests about local library policies, services, or visitor accounts. For a complete 
breakdown of the categories of question types used in this analysis, please review the Proactive Chat Pilot Final 
Report. 

Response Phase 1 Phase 2 Phase 3 

Excellent 62.1% 63% 66.7% 

Good 37.9% 29.9% 28.8% 

Fair 0% 4.6% 3.4% 

Poor 0% 2.5% 1.1% 

Figure 4 (above). Responses to the askON Visitor 

Satisfaction Survey from May 2016 to April 2017. 

“It was my first time using the 

[library website] and I found it 

very confusing. The chat 

invitation popped when I really 

needed…” – askON visitor 

Response Phase 1 Phase 2 Phase 3

Excellent 62.1% 63% 66.7%

Good 37.9% 29.9% 28.8%

Fair 0% 4.6% 3.4%

Poor 0% 2.5% 1.1%

“It was my first time using the 

[library website] and I found it 

very confusing. The chat 

invitation popped when I really 

needed…” askON visitor

Figure 5 (above). Visitor satisfaction for each 

pilot phase.  

Figure 4 – Visitor satisfaction for each pilot phase
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chat: 86% for proactive questions submitted from within a database, and 82% for proactive chats from a 

research guide or list of databases. This compares with 67% and 43% for click-to-chat questions 

submitted from these locations. On the other hand, only 43% of proactive questions submitted from the 

main page of the library website were research related (33% for click-to-chat).  

Recommendations 
Given the success of the pilot in reaching visitors with research questions and in increasing awareness 

and usage of the service across the colleges, the Proactive Chat Task Force recommends that askON 

offer proactive chat as part of askON’s regular suite of reference services.  

To reach visitors with research questions, the Proactive Chat Task Force recommends strategic 

placement of the proactive chat code on pages where visitors are likely to be actively engaged in 

research, including within databases and discovery layers, in research guides, and on database lists. 

Libraries that would like to increase awareness and usage of the askON service should consider 

widespread placement of proactive chat, including from the main page of the library website, while 

those that already see high levels of usage may wish to avoid placement of the proactive chat code on 

the main page of their library website for traffic management purposes.  

The askON team is here to provide support for any library that would like to add proactive chat to their 

website, and will work with libraries as requested to determine ideal placement of the proactive 

invitation as well as other proactive settings such as timer length. The askON team will continue to 

monitor traffic and, in collaboration with Site Coordinators, will employ traffic management strategies 

as necessary. 
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Figure 6. Types of questions asked by askON visitors via click-to-chat and proactive chat during the pilot. 
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