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Question Type

SMS

Chat

FAQ Views

Email

Total

Comparison to previous year

Total for
2020-2021

Total for
2019-2020

Total for
2018-2019

102,306

101,049




Chat, Email, SMS and FAQ Views by Month

FAQ Views per

Combined Sessions

Month Live Chat per Month E-mails per Month Texts per Month Month Per Month
Oct 9562 1992 674 63 12291
Nov 6900 2120 599 58 9677
Dec 4150 1234 444 132 5960
Jan 6768 1611 664 202 9245
Feb 6231 1530 523 165 8449
Mar 7066 1470 573 138 9247
Apr 6328 1332 516 103 8279
May 4675 1742 468 154 7039
June 4720 1555 470 202 6947
July 4624 1659 475 232 6990
Aug 5121 1441 557 236 7355
Sept 7720 2289 583 235 10827
Totals 73865 19975 6546 1920 102306




Total Transactions by Entry Point (Top 45)

Statewide Ask a Librarian
University of Florida

Hillsborough County Public Library Cooperative
Lee County Library System

St Johns County Public Library System
Academic

University of South Florida
Valencia College

Florida Atlantic University

Florida State University

State College of Florida

Polk State College

Nova Southeastern University

St. Petersburg Library System
Manatee County Public Library System
Seminole County Library System
Palm Beach State College

Miami Dade College

Eastern Florida State College

St Petersburg College

Indian River State College

Valencia College

Palm Beach County Library System
Broward County Library

University of Central Florida
Florida A&M University

Florida SouthWestern State College
Pasco County Library System
Hillsborough Community College
Osceola Library System
Pasco-Hernando State College
Monroe County Public Library
Palm Beach Atlantic University
Tallahassee Community College
AAL Helpdesk

Southeastern University

TBLC

Delray Beach Public Library

Santa Fe College

College of Central Florida

USF eResources

Jacksonville Public Library

Volusia County Public Library
Collier County Public Library

State Library of Florida
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What’s the Breakdown of Questions by Source?

m CHAT mEMAIL mSMS mFAQ




What Devices are Patrons Using to Ask Questions?

B Windows M Macintosh ™ iPhone m Android ™M Chrome OS ®iPad




SMS




Hillsborough County Public Library Cooperative
Lee County Library System
Valencia College
Seminole County Library System
Palm Beach State College
State-Wide AskALibrarian Queue
Manatee County Public Library System
Palm Beach County Library System
University of South Florida
Pasco County Library System
University of Florida
Broward County Library
Miami Dade College
State College of Florida
St Johns County Public Library System
University of Central Florida
Polk State College
Florida Atlantic University
Eastern Florida State College
Jacksonville Public Library
Volusia County Public Library
St Petersburg College
Pasco-Hernando State College
Florida A&M University
TCC
Indian River State College
Florida State University
Monroe Co. Public Library--Florida Keys
Southeastern University
Santa Fe College
LeRoy Collins Leon County Public Library
Heartland Library Cooperative
Lake County Library System
Hialeah Public Libraries
St. Petersburg Library System
Citrus County Library System
Miami Dade Public Library
Florida Gateway College
College of Central Florida
Palm Beach Atlantic University
South Florida State College
Hodges University
Florida Memorial University
Sarasota County Libraries and Historical Resources
Maitland Public Library

Total SMS by Library (Top 45)
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Chat




What Percent of Chats Were Answered/Missed?

B ANSWERED m MISSED




Which Departments Answered Chats (by type)?

M Statewide M Academic M Local




Which Department Answered Chats (by Local Library — Top 46)?

Statewide Ask a Librarian
University of Florida

Lee County Library System
Academic

University of South Florida
Valencia College

Tampa - Hillsborough Public Library
Florida Atlantic University

Florida State University

State College of Florida

Polk State College

Nova Southeastern University

St. Petersburg Library System
Eastern Florida State College
Indian River State College

Miami Dade College

St Petersburg College

Palm Beach State College
Seminole County Library System
Palm Beach County Library System
Florida A&M University

Florida SouthWestern State College
Osceola Library System
Hillsborough Community College
St Johns County Public Library System
University of Central Florida
Pasco-Hernando State College
Palm Beach Atlantic University
Monroe County Public Library
Santa Fe College

Tallahassee Community College
Pasco County Library System
College of Central Florida

Delray Beach Public Library
Southeastern University

AAL Training

Broward County Library

North Florida College

Maitland Public Library

Collier County Public Library
Hodges University

South Florida State College
Broward College Libraries

Florida Gateway College

LeRoy Collins Leon County Public Library
TBLC
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Which Widgets Brought in the Most Chats (Top 25)?

University of Florida Slide

Hillsborough County Public Library Cooperative local page
Lee County Library System -AAL-Slide-Out-Chat
SCF slide-out

Florida Atlantic University - Slideout

St. Petersburg Library Local Chat

USF Libraries AaL Widget

Polk State College Slideout (copy)

Valencia College local page 2

Valencia College Catalog Slide-out

Statewide askalibrarian.org (on main page)
Nova Southeastern Slideout

All website pages

University of South Florida local page

Lee County Library System AAL-In-Page-Chat
Palm Beach State College local page

Eastern Florida Slideout

Nova Southeastern University Widget 1

Miami Dade College Aal widget

PBCLS

Florida Atlantic University local page

Seminole County local page

Chat with an IRSC Librarian

Palm Beach Atlantic University slideout with proactive prompt

Florida SouthWestern State College AalL widget
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St Johns County Public Library System
Hillsborough County Public Library Cooperative
Manatee County Public Library System
State-Wide AskALibrarian Queue
Broward County Library

Valencia College

University of South Florida

Pasco County Library System

Florida Atlantic University

St. Petersburg Library System
Seminole County Library System

Palm Beach State College

Polk State College

University of Central Florida
University of Florida

AAL Helpdesk

TBLC

USF eResources

Nova Southeastern University

St Petersburg College

State College of Florida

Monroe Co. Public Library--Florida Keys
Florida SouthWestern State College
Miami Dade College

Hillsborough Community College
Florida State University

Delray Beach Public Library
Jacksonville Public Library

State Library of Florida

Shimberg Health Sciences Library
Collier County Public Library
Southeastern University

Volusia County Public Library

Lee County Library System

Florida A&M University

Palm Beach County Library System
Palm Beach Atlantic University
College of Central Florida

Citrus County Library System

TCC

Pasco-Hernando State College
Sarasota County Libraries and Historical Resources
Lake County Library System
Hodges University
Maitland Public Library

Total Emails by Library (Top 45)
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FAQ Views by Month
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Top 25 FAQ Search Terms (Queries)
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