“OK... I get it!”

Implementing IM/SMS
reference services, statistics tracking,
and online tutorials

LibraryH3lp, Gimlet and Jing

Presenter notes available- change slide view to show notes

The reason for the choice in the title of this presentation is to set the tone for what
will be included and what will not be included.

The decision of whether to implement instant message reference and/or text
message reference for patron queries is unique to every library and situation.
Studies can be read, inquiries can be submitted soliciting experience from other
libraries, and pilot projects undertaken to name just a few. All are valid start points.
However, if you are past this step, or have decided to skip it altogether this
presentation will hopefully help.

You may have also already heard through the grapevine from various sources about
patron satisfaction with chat reference or you might have experience with this
technology in your personal life. You might be saying “OK... | getit! | know | want to
do this but don’t have the time to research where to start and don’t know what
service to use.”

The following suggested services are what the State Library of Kansas (SLK) is
currently using, all at either no-cost or low-cost. This presentation will not only
include a service for instant message and text message reference, but also a
statistics tracker which creates a knowledge base and a video tutorial creator.
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LibraryH3Ip- “You've found LibraryH3Ip, original home of the most awesome multi-
operator integrated web-chat / instant-messaging / text-messaging / social-
networking user-communication dohickey on the net.” http://libraryh3lp.com/.

The foundation of LibraryH3lp is open source and was co-developed by Pam
Sessoms (Electronic Reference Services Librarian at University of North Carolina-
Chapel Hill) and Eric Sessoms (computer programmer). LibraryH3Ip “was initially
designed to permit sharing of night-time virtual reference with colleagues at North
Carolina State and Duke University libraries.”

The State Library of Kansas first started out using a Meebo Me chat widget around
May 2008 and in early Fall began moving towards LibraryH3Ip. The SLK chat
reference with LibraryH3Ip was fully up and running in time for the start of the 2009
Kansas Legislative Session.

Additional reading-

Sessoms, P., & Sessoms, E. (2008). Libraryh3Ip: a new flexible chat reference
system. Code4Lib Journal, (4), Retrieved from
http://journal.code4lib.org/articles/107
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DOWNLOAD PLUGINS HELP ABOUT NEWS DEVELOPMENT

Pidgin user survey results

IM all your friends in one place

£ Download Pidgin
‘. % 2.7.11 for Windowss

« XMPP

D

Pidgin 2.7.11 is out and contains fixes
for a Yahoo security issue and adding
MSN buddies.

Pidgin is a universal chat client and all of the code is open source and licensed
under the General Public License.

Basically, you can sign into multiple instant message accounts with Pidgin.
LibraryH3Ip has a custom plug-in with additional instructions on set-up and
customizations within their help documents. The chat network for LibraryH3Ip is a
Jabber (XMPP).

If your staff uses instant message you can also route these through Pidgin. In the
past, when SLK had Groupwise, this was easily accomplished and now that we
have Google Apps it is the same. Not all staff members are within LibraryH3Ip as an
operator so Pidgin would not need to be used by all. However, it is encouraged for
all staff members who deal with patrons or who work with other libraries. We have
been seeing an increase in the number of other librarians contacting librarians
within the SLK staff and all effort is made to keep the patron within the
communication medium chosen. At this point it is an option for the staff outside of
the reference department, but not a requirement.
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LibraryH3Ip has a gateway to receive text message questions in the same format as
instant message questions within Pidgin by using a Google Voice number. Instead
of patrons sending a text message (SMS) to a shortened series of numbers and
including a code for your library at the beginning of a message for it to be routed, a
Google Voice number can be more easily programmed into patrons’ address books.

The SLK number is 785-256-0733 with 785-256 appearing as an exchange for
Topeka, KS. 0733 spells out OREF, just for the fun of it. During the Google Voice
set-up you have a little leeway with the number you decide on. We received our
number during the time when Google Voice was still “invitation only” so things might
be slightly different now.
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LibraryH3Ip H3Ip documents section http://libraryh3lp.com/doc can answer all
guestions regarding set-up.

However, AltraRama offers a product called RefChatter and provides commercial
setup, training and support. http://www.altarama.com/page/RefChatter.aspx

As a reference librarian and not a person with a formal technology background, |
was able to setup the back-end administration side and create the widget. This was
accomplished intermittently over the course of about a day. The actual placement
on the website was done by the person who maintains our website from the html
code provided from LibraryH3Ip.

WordPress sites which are hosted on your own server should have the ability to
place the chat widget box but | do not believe wordpress.com sites have this option
at this time.

Within Facebook there is an ability to add a LibraryH3Ip chat widget within the new
Facebook custom iframe tabs format.



URL for external use of this page: http. hibrarvh3lp com static pavment html
Pay for LibraryH3lp

LibrarvH3lp stavs afloat and provides a private and secure svstem by charsing a nominal hosting fee; there is no advertising or data mining
Payment s not expected until the service has been tested and placed in vour production ensironment (that is, answenng questions from real
patrons). If vou are satisified with vour trial and would like to continue using LibrarvE3lp, please submit vour pavment using the appropriate
option below. Our default trial period is 80 dayvs.

The default pricing model is a flat annual subscription fee based on the size of your user population. This fee covers untimited LibraryH3lp
use. You can create as many librarian operator accounts and queues as vouwould ke This includes use at any mumber of libraries
departments, and branches in your institution.

New Pay-As-You-Go model: As an alternative to our user population size pricing model, check out My Customer Cloud. My Customer Cloud
boasts all the same features as LibraryHilp, but with a usage-based pricing model.

If wour hibrary truly is i a budgzet csis and cannot pay the subscnption fee, please contact us, and we will do our best to work something out

If wvou would kike commercial traming and support, please contact Altarama about theiwr RefChatter product. Thesll be happy to get vouup and

runmning!
Academic Libraries Public Libraries
FTE (full-time equivalent) B S ounty population)

1
Name of School

00 orfewer 8250

Buy Now.
08w SEREES ==

Notes:

® While we use PayPal for credit card processing, a PayPal account is not required,

» Please contact us if vou are unable to pay by credit card. We can send vou a PDF invoice. A $50 handling fee is added for POs (purchase
orders). This handling fee is not charged for a simple invoice/check

o If vour institution is larzer than the larzest option, or if vour service is a collaborative or does not fit the pricing model outlined here,
please contact us

= Billing contact: pubgames @ gmail com. Use this contact to request a refund,

* If vour implementation uses significantly more system resources than would be expected relative to the size of vour institution, we will
contact vou.

Our normal terms of service and prvacy pohicy from time of admin account registration apply.

Pricing structure for LibraryH3Ip. The drop-down box for “Public Libraries” has been

selected showing the different options.

The State Library of Kansas doesn’t really fit into one of these categories. Our price
was determined after testing the services for a number of months and comparing
the number of chats to the number within an academic library. At the time, at least,
we were equivalent to the number which UNC-Chapel Hill was receiving and priced

accordingly.



LibraryH3lp Administration
What is LibraryH3Ip?

Usemame:
Password:

[JRemember Me

LibraryH3Ip log-in screen. This is mainly used to transfer a chat to another librarian
or to look at statistics. Daily log-in at the beginning of a shift occurs through Pidgin.

The State Library chose to remain anonymous with patrons and have “slkreference”
show as our name within the chat.

However, the actual librarian usernames must be unique throughout the LibraryH3Ip
system. We use “slkl, slk2, and slk3.”
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Back-end of LibraryH3Ip.

> “Users, Queues, and Gateways” tab

>> “Queues” section will list all queues created. slkreference has a checkmark indicating it is the one
selected and the users and gateways section are specific to that queue.

>> “Users” slkreference is selected and within the “Queues” section so it will only show checkmarks
next to those within that queue (slk1, slk2, slk3). This section will list all queues created. slkreference
is the only queue we have widgets for on our webpages. Reference librarians are in this queue and
everyone else is listed under the slkother which would display if checked. Green circle indicates
available. Grey circle is offline.

>> “Gateways” shows the additional voice (Google Voice) gateway with the Username
statelibraryofkansas. We had a unique gmail account created for the sole purpose of this Google
Voice account so it was not connected to any one staff person’s email.

>> “Properties” shows that transcripts are enabled. The default is for the transcripts not to be
enabled.



Home

Ask a Librarian
Inside the Library
Government Info

For Libraries
& Trustees

For State
Employees

Contact Us
Visit Us

I'm looking for..

v

Home : Ask a Librarian
Ask a Librarian

We welcome your questions, especially about
Kansas Government.

You can choose between these options
« Chat with a Librarian Online
« Call a Librarian at
800-432-3919 {in Kansas)
785-296-3296
Legislative Hotline
800-432-3924

« Email a Librarian at
infodesk@kslib.info

« Text a Librarian at 785-256-0733

Chat with a librarian via instant message below

Instant messages are answered between 8 am and 5 pm Monday - Friday.

) mailable | Ask a Librarian

L] i ¢
where can i1 locate the ks
constitution?]

State Library of Kansas “Ask a Librarian” page available within the left sidebar on

any page within http://www.kslib.info/.

Embedded widget provided and the patron does not need to download any software
but can begin to type a question immediately. For example, “where can i locate the

ks constitution?”

The patron can select the green arrow to pop out the chat box to a separate
window. By selecting the envelope the patron can email themselves a transcript of

the discussion.

Pop out widgets are also available to have placed on a website. A patron would
click the image of a chat box and a new window will appear before any question is

typed.
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Ask a Librarian
Inside the Library
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For Libraries
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Ask a Librarian

We welcome your questions, especially about
Kansas Government.

You can choose between these options
« Chat with a Librarian Online
« Call a Librarian at
800-432-3919 {in Kansas)
785-296-3296
Legislative Hotline
800-432-3924

Email a Librarian at
infodesk@kslib.info

» Text a Librarian at 785-256-0733

Cha 1 a librarian via instant message below

Instant messages are answered between § am and 5 pm Monday - Friday.

mailable | Ask a Librarian
11:36 slkreference good morming, youmay |4
find the KS Constitution at b
stitution/index html

113 anks! ]
11:36 slkreference is there anvthing else I ¥
" i EIE
\

Shows response of “slkreference” with a link provided, etc.
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() guest978747@chat. libraryh3lp.com

Conversation Options

@ questo7a747@chat libraryh3ip.com

1) guesta78747 @chatlibraryh3lp.com: H, do you

1 can find the state symbols?

1) guest978747 @chat.libraryh3lp.com: patron

kreference

1) guestd78747 @chat.libraryh3lp.com: for
vh3lp.com/queues fshreference fealls/

om/1058095

L @libraryh3lp.com/home: good moming, let
u 3 link with that information

1) guest978747@chat.libraryh3lp.com: ok- thanks!

Librarian side of a conversation. No matter what program you are working on this
box will force to the top, in most cases.

Shows patron’s initial question, “Hi, do you know where | can find the state
symbols?” All librarians available will see this message. After a librarian responds to
the patron, the other librarians within the queue will be notified. In this case the

guestion was answered by “slk3”.

One of the first messages at the beginning of each chat session is the option to
transfer to another available librarian by selecting the link provided.

11
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Conversation Options

GUESLS /67 97 GUNaLAUTaryiiSIp.cone o, U0 jou [
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(1 guest978747@chat.libraryh3lp.com: patron

conta reference

AM) guest978747@chat.libraryh3lp.com: for

fers/etc see: https: (lbraryh 3ip.com/gueves/slkreference fcalls/

uestd 78747 Rlibrarvh3p. com/ 1055086
slk3@libraryh3ip.com/home: good marning, let

link with that information

great! thank you

{11:42:48 AM) quest978747@chat.libraryh3lp.com has left

the conversation.

AlFont | gp Insert | () Smile!

Showing link which was provided to the patron for the state symbols of Kansas.
When the patron navigates away from the page the librarian will receive an alert
that the patron “has left the conversation”. In most cases this is at the obvious end
of the question, as above, but sometimes a patron will accidently close the window
with the chat box. A pop out widget may help in this situation though we do not have

much trouble with this.

12
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Conversation Options

@ oquesto78735@chat libraryh3ip.com

{11:44:0¢ AM] guesta78735@chat.libraryh3ip.com: I have a
question about the 2010 Census, Is there someone that could help
e run & report?

0% &M) guestd78735@chat.libraryh3ip.com: patron

eference

guestd78735@chat.libraryh3lp.com: for |
tc see: hitps: ifibraryh3lp.com/queves/sikreference fcalls/ |
735@kbrarvh3p.com /1058119 |

iﬂ_iﬁom o Insert | &) Smie!

Sometimes questions are best answered by another staff member not within the
Reference Department. This type of question could be answered by an SLK
reference librarian, but could also be transferred to the State Data Center

Coordinator at SLK for a variety of reasons.



() guestd78735@chat.libraryh3lp.com

Conversation  Optioms

(@) gquestoTs735@chat.lbraryh3ip.com

este78735@chatlibraryh3lp.com: [have 3

e 2010 Census. Is there someone that could help

guesta78735@chatlibraryh3lp.com: patron
referance

tlibraryh3lp.com: for
fare ute o faumya fellra Farmn s faalls/
378735 @tbrarvhip.co 19

clica@libraryh3lp.com fhome: yac, et me get you
our State Dats Center cogrdnator, ong moment please

AlFont | db Insert’| (G} Smie!

Initial contact with the patron is necessary before a transfer. This is helpful in letting
the patron know you will be sending them to another librarian for assistance and
help avoid frustration as transferring usually takes about 30 seconds to complete. It
depends on the patron as to how long they will wait for an initial response.

At this point it is suggested to call or contact through internal instant message, etc.,
the librarian you wish to transfer the patron to in order to give them a heads up but
also to make sure they are available for the transfer.

Click on the link to transfer. This will take you to the LibraryH3Ip log-in screen.

14



Users, Queues, and Gateways Design Widgets Profile Pages Monitor Activity | View Reports Help Docs

Account Status / Contact

transfer
email transcript
send file

1144 gues
11:44 sli

There are 1 previous chats with this patren.

3lp.com | have a question about the 2010 Census. Is there somecne that could help me run a report?
let me get you in touch with our State Data Center coordinator, ene moment please

After you sign-in you will have the option to transfer.

15



Design Widgets || Profile Pages | Monitor Activity || View Reports || Help Docs

Account Status [ Contact

Tl
i
Transferto queus: slkother ___

Transferto librarian:

Tl
ksdocs [ Transfer

ksd

skl
slk2
email transcript slk3

send file

There are no previous chats with this patron.

Select the librarian you wish to transfer the patron to from the drop-down selection.
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Users, Queues, and Gateways Design Widgets Profile Pages Monitor Activity View Reports Help Docs Account Status [ Contact

call transferred

This screen will let you know when the transaction has been completed.

17
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Conversation Options Send To

@ guest978735@chat.libraryh3ip.com

guesty/s/ 35@enatiorarynsip.com: |
have a question about the 2010 Census. Is
there someone that could help me run a
report?

(11:44:07 AM)
guest978735@chat.libraryh3lp.com:
patron contacted slkreference

(11:44:07 AM)
guest978735@chat.libraryh3lp.com: for
transfers/etc see: https://librarvh3lp.com/
queues/slkreference/calls/
questd78735@libraryh3ip.com/1058119
(11:44:18 AM)
guest978735@chat.libraryh3lp.com:
answered by sik3

(11:46:12 AM)
guest978735@chat.libraryh3lp.com: this
is a transfer, please see: https://
libraryh3lp.com/queues/sikreference/calls/
quest378735@libraryh3ip.com/1058119

1"

N

[AlFont 4k Insert | @ Smile!

What the librarian who receives the transferred patron will see. The initial question
will be provided at the beginning. The last message will indicate that this was a
transfer and a link is provided to the conversation between the librarian and patron
up to the point of transfer.



Profile Pages || Monitor Activity || ViewReports || Help Docs

There are 1 previous chats with this patron.
transfer

email transcript
send file

11:44 guest9d78735@libraryh3ip.com | have a question about the 2010 Census. Is there someone that could help me run a report?
11:44 slk3@libraryh3lp.com yes, let me get you in touch with our State Data Center coordinator, one moment please

11:46 guest978735@libraryh3lp.com this is a transfer, please see:
https:/ibraryh3lp.com/queues/slkreference/calls/guestd78735@libraryh3lp.com/1058119

After you click the link to view the conversation up to the point of transfer you will
arrive at this screen (you may need to sign in).
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am Show. all queues [
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Statistics are also available from the LibraryH3lp administrators page.

A calendar view is available to show the total number of chats for each day. By
selecting one of the days you will be able to view the chat history.
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This shows the chat history for the particular day chosen from the calendar statistics
page (Jan. 27, 2011).

Notice the referring URL section on the right. This can be helpful in knowing how a
patron located your chat reference, especially if you have the widget on multiple
pages within your website or other websites. For example, there is one from
http://mww.kslib.info/employees/ - this is from a section of the SLK website devoted
to State Employees.

Notice that 2 questions went unanswered. There can be many reasons for this
happening. In this particular case you can see from the “Guest” numbers in the list
that there were already 2 conversations with this patron. One with slk1 and another
with slk3.

21
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If you hover or click on the guest number you can see what the patron wrote.
Practicing what we call “tough love” is the same as ignoring a patron.

The reason these are separate transactions is because the patron must have
navigated away from the page and then returned, or we closed the chat box on our
end.



Monitor Activity

Relerring URL
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This particular calendar day we received a lot of text message reference questions.
Notice “voice” within the “protocol” section. These are questions which arrived via
the Google Voice gateway.

An interest group had placed an advertisement giving our contact information urging
members of the public to send a text message to obtain contact information for their
legislators. Because of the nature of text messaging over instant message the
“duration” section is much longer.

Instead of having a guest number, the patron’s phone number is given. These have
been grayed out for privacy but you can see that they were received from every
area code in the state: 785, 316, 620 and 913.
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et= || Profile Pages | Manitor Activity || View Reports || Help Docs || Account Status / Contact

permalink to this chart (ight-click, copy link location)

Chats Per Hour

expott to csv (ght-click, save as)
Day 01234567891011 12 131415 16 171819202122123
Sun :ceoecs . s o

...... 13 27 4'94 36
Tue sccccccend 2 3]0 33810 3

Wed 2200 457 5345 44
Thu :::::::1:268 53335 67

Fri 144 7064 64

Some custom reports are also available. This one is showing the chats per hour for
Jan 1 - Mar 31.



Get short, timely messages from libraryh3lp.
Twitter is a rich source of instantly updated information. It's easy to stay updated on an
incredibly wide variety of topics. Join today and follow @libraryh3ip.

Sign Up » follow libraryh3ip to 40404 in t

Codes for other countries

Name libraryh3lp

w . Location Efland, NC

o 3 ]lbra ryh3]p Web hittp:/ibraryh3l
3 ‘ Bio LibraryH3Ip system
updates

0 456 68

Restarted Google Voice SMS Tweets a2
gateway at about 9:45am Eastern on

Sunday. Check for missed messages bty
by hand at GV website. Following
ﬂR?S!ﬁed oflibraryh3lp's

Restarted Google Voice SMS gateway at about 7:50am Eastern on
Thursday. Check for missed messages by hand at GV website

Doing quick Jabber server restart

Restarted Google Voice SMS gateway at about 2:55pm Eastern on
Tuesday. Check for missed messages by hand at GV website

Because of the nature of using Google Voice with LibraryH3Ip, situations occur
when there can be a service interruption. LibraryH3Ip has a twitter account used

almost exclusively for the purpose of notifying customers about the Google Voice
gateway.

http://twitter.com/libraryh3lp

There are many ways to follow a twitter feed including setting up an RSS feed or
signing up to receive tweets via SMS (text message). Currently, an SLK staff
member subscribes to the tweets through SMS.

25



Alternatives

http://www.libsuccess.org/index.php?title=Online Refere
nce#lLibraries Using Virtual Reference Services

Meebo Me is one of the most popular alternatives to LibraryH3Ip, but there are
many others. Suggestions can be located at
http://mww.libsuccess.org/index.php?title=0Online_Reference#Libraries_Using_Virtu

al_Reference_Services.

There are many reasons SLK switched from Meebo to LibraryH3Ip. Only one

librarian per chat widget, and no ability to transfer to another librarian are just a few.
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Staff your desk wisely.

= Build 2 knowledge base of your client’s questions and answers.
= Tag and search to answer your customers faster.
m Create rich reports detailing who is asking your company what Your firstsite is free.

Sign up today.

Great Search

= Search results appear instantly.
» “Starred” questions rise to the top.

# Relevancy ranking makes certain you
find the best answer quickly.
More »

Great For... Unlimited Users
Any crganization handling large velumes of questions. Everyone can participate
Invite your staff to the party!
® Libraries = Information Desks = Office Reception
= Banks = Personnel Training = FAQs
Fully Hosted safe and Private The Data ls Yours

No time-consuming
downloads, upgrades or

we'll never sell er reuse your
data in any way.

We're nice people. Take your
data whenever you want

expensive technical support You'll never be locked into our
required Password protected product, we promise.

You decide who sees your
data.

New features are available
immediately, without worry.

Gimlet was created by Eric Larson and Nate Vack, who are the same guys that built
LibStats and use a large variety of open source programs.

Gimlet can be used to track statistics and build a knowledge base of questions and
answers.

The State Library of Kansas began using Gimlet in mid-August 2010.



e

About Us

Gimlet is a happy product of Sidecar Publications, LLC. We're a startup from Madison_Wisconsin dedicated to

customer excellence

If you're from the Library world, you might recognize some of the bones of this application. That's because Eric
and Nate, the co-founders of Sidecar, built Libstats, Over the years, we've counted 54 universities, colleges

and public libraries who are running that open-source product.

We've also talked to a lot of people who can't run Libstats because their IT department just can't do it— they
don't hawe enough time, server support costs 1o much, or it's just not a priority. That's why we made
Gimlet and thar's why It's priced 5o low. We want everyone 1o have access to software that makes their job

berrer.

Our favorite things
= New Orleans Take-Out

= Mass transit

» The Unign terrace
= The 'Dice burger

Nate and Eric wrote LibStats from 2003-2004. Nate was the Head of Computer
Services at University of Madision’s Wendt Library (Engineering) and Eric was a
School of Library and Information Science graduate student. By 2004 LibStats was
used across all of the UW-Madison’s campus libraries. The project was first open-
sourced in 2005 and in 2007 was available on Google Code.

Sidecar Publications LLC is their startup company and Gimlet is their first offering.
Basically, Sidecar is interested in visualizing library-use data and helping libraries
decipher how their assets are accessed and used.
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Pricing

How much does Gimlet cost? Ready to signup?

= First site is Free
® Add reports for $10/month | Get Started —

® Add additienal sites for $10/month

Mote: all paying sites get reports i

Invoices
Pay Monthly or Request an Invoice

Youll receive an emailed invoice monthly when
Sign up with a credit card and Gimlet will charge we Process your payment
you manthly.

Questions?
Cam't pay monthiy? Request an inveice

e us - supportEgimler.

Many customers need to pay in bulk. Contact us Contact us - supporiFaimletys
and we'll be happy to send you an invoice for 6
months or 12 months of service.

Payment Methods

We accept MasterCard, Visa, American Express
and Discover. We also accept checks. Sorry, but
we do not accept money orders or trades.

B visa 2 [l ]

Try Gimlet for Free — Get Started Now.

About Us Privacy Policy Refund Policy Terms of Use Contact Us

Gimlet itself is available at no charge but if you would like reports, it is $10/month. If
you start using this application and decide 6 months (for example) down the line to

add reports, the statistics will include everything going back to your original sign-up
date.



State Library of Kansas cuane name

Add question Search Reports

Account overview Sites » State Library of Kansas » Stats - People

People Add Batch Q
Enter an email address to add a person to this site
Email: Save

People

Email

megans@kslib.info Edit

cindyr@kslib.info Edit

Kimh@kslib.info Edit

phaxton@kslib.info Edit

Help ContactUs Privacy Policy TermsofUse Whats new?

Set-up is easy. Add the email address for people who will be inputting statistics.
They will receive an email asking for confirmation and will be prompted to create a
password.

Note: “My account” tab only available within administrator login.



State Library of Kansas cuange name B

Add question Search Reports My account
Account overview Sites » State Library of Kansas » Stats - People
Durations Question Questioners Formats Locations ‘
types
Quick Edit Public Edit Hotline Edit Reference Desk
less than 1 hr Edit Reference Edit State Agency Edit Phone Edit Edit
1 hr- 1 day Edit Legislative History Legislator Edit walk-in Edit State Data Center
more than 1 day  Edit Library Edit Email Edit Edit
Edit Directional Edit Add new questioner Instant Message Add new location
Add new duration Technical Edit O gdit Edit
O edit Policy Edit O gdit Letter Edit
Add new guestion Add new format
ype O gdit
O gdit

Help ContactUs Privacy Policy Terms ofUse What's new? \ } Gimlet

Set-up continued. Modifications can be made to what the choices in each category
are. Main headings cannot be changed. The checkmark indicates it will display as a
choice to be selected at input. These can be changed at anytime by the
administrator.



State Library of Kansas
Email \\§

megans@kslib.infol

Announcements
Password
esssane Support Blog
[ Keep me signed in March 13

In the interest of better protecting your security and
privacy, we've changed Gimlet so your connections
with us are encrypted all of the time — not just for
logins and payment details.

Lforgot my password!

For more details on why we made this change, see
this (slightly scary) page about Firesheep.

Questions? Problems? Let us know.

March 4

We've had a busy few weeks! Some of the changes
yOou may notice are:

* The Overview report now has a snazzy chart
of questions per day.

You can now sort Detail reports by any
column.

You can export any detail report to CSV.
Administrators can now edit the list of tags
that displays when adding questions.

Login screen. At set-up you will be asked to create a unique url. This url is what you
will use daily to login to the service.

For example: https://****** gimlet.us/



State Library of Kansas

Add question Search Reports

N
Duration Question type Asked by Format Location \
2 - ‘ & Roference Desk B
less than 1 hr Legislative Histon State Agency Phone : State Data Cente
1 hr- 1 day | Directional Legislator Walk-in ;
more than 1 day Technical Library Email
........................... | [Policy : T [InstantMessage *
Question Answer
Tags AG audio hotline_message ILL KsLC leg_contact notary
space separated - Showing promoted tags statewide_databases
More?
Difficulty @ 1 2 3 4 5 6
Time of question 2 29 pm Initials 'k | Save |
3:15 pm, 4/15/09
8:03 am

Showing 1-20 of 4625

Goto date @

Gimlet input screen. Self explanatory for the most part.

The difficulty scale is the most subjective. The suggested guideline is to use The
READ Scale (Reference Effort Assessment Data). Information on its creation can
be located at: http://www.dom.edu/library/READ/index.html. The State Library of
Kansas has modified The READ Scale to include examples of the type of questions
we receive, so it is customized. Most of our questions deal with the Legislature so

someone unfamiliar with the process or procedures would rank those questions
more difficult than we do, for example. (Attachment)



State Library of Kansas change nune

Add quastion Search Repoms My account
=\

Duration Question type Asked by Format Location
|Gk | F Pubic Hotling: = Reference Desk

lass han 1 hr Legisiatve History Slate Agency Phone State Data Center

Vhe -1 day Directional Legislator Walk-in

more than 1 day Technical Library Emaid

Policy Instant Message -

Question

Answer

AC audio hotlinge_message ILL KsLC leg_contact notary statewide_databases

Difficulty @ o 2

Time of question 215 pm Initials mes Save
315 pm_ 4/15/09 5:03 am

Showing 1-20 of 4583

Tags: leg_contact

Input screen for the administrator account.

Slightly different to include “Change stats categories” under the “Location” section,
the ability to “Edit tag list” and an additional tab at the top for “My account”.



contact info for Kobach

E-LT
Reference Desk - Public - Reference - Hotline  Qui h - Difficulty: 2
bill status, when bill will be heard. Bill numbers for omnibus
a3
3/18/11 2:04 PM
Eat e
4z

e/

For tax purposes, what is assessed tangible valuation?

KSA 79-3602: personal property that can be seen, weighed, measured, felt or touched, or that is in any
other manner perceptible to the senses. Tangible personal property includes electricity, water, gas, steam
and prewritten computer software

contact for ks appellate court 3014011 1:64 h:

785-296-3229

‘When does child support end, at what age is the kid?

KSA 60-1610 also http.//www kscourts org/Rules-procedures-forms/Child-support-quidelines/default.aso

please email me a PDF copy of the following: Substitute For Senate Bill No. 81. Thank you very

3/18/11 1:30 PM

&t

much.

List of questions and answers. Black font is the question and gray is the answer (if
provided).



State Library of Kansas change name e

Add question Search Reports My account

constitution Anywhere ¥/ Advanced Search

Showing 1-20 of 41 Sort by Goto date B

Wi Where can I locate the KS Constitution
""""" htp:/Awwaw kslib info /constitution/index htm|
S . s 5 3/26/10 3:58 PM
need report of citizen's committee on constitutional revision e ldul."ff:.r:

Using the “Search” tab at the top you can locate similar questions to see if you can
re-use the answer in some way. Truncation of a word is accomplished by using an *
after a minimum of 3 letters.

You can “star” a Q/A and the search will bring those to the top within the search
results.

There is also an advanced search section and other sort options available.



State Li of Kansas cusnme
Add question Search My account

Overview | Detail | Expont
star 20100201 | End [2011-02.28

Question Count ‘

Duration Question Type Asked by

Quick 3584 Reference 4308 Public

W Legislative History m State Agency

1 he- 1 day Directional 44 L—egnzlazcr 152

.r-cre than 1 day 14 ATec-wcal .warary 133
0 Policy 12 -

Format Location Difficulty

Haotline 2365 Reference Desk 4520 1 2021

Phone 1085 State Data Center 7 2 1

Walk-in

Email
nt Message 402 5 19
r 7 5

Help ContictUs Privacy Policy Termsof Use What's new?

Report Overview screen showing August 1, 2010 through March 28, 2011.



State Library of Kansas crne nme

i i

Overview | Detail | Export

start [2011:01-01 | end [2011-02:2¢8
Question Count
Friday, February 25, 2011
= Jan 1 o 24 Marl M Mar 18 Mo 24
Duration Question Type Asked by
Quick 2576 Reference Public
less than 1 hr 378 Legislative History State Agency
1 hr-1 day 63 Directional Legislater
maore than 1 day 3 Technical 40 Library 58
o Policy
Format Location Difficulty
Hotline Reference Desk 1
Phone State Data Center 7 2
Walk-in 214 3
Email 4 8
Instant Message 202 s 8
Letter -] 1

Help Contact Us Privacy Policy Termsof Use What's new?

Report Overview screen showing January 1, 2010 through March 28, 2011.



State Library of Kansas cumse e
Addqueston  Sewch  [TTRGEN My account
Overview | Detail | Export
Rows Hewcfoay (] Columns Dayefwess [w] Start 20m-0-01 |End 201100-28
\ el o
Search:
Sunday ¢ Monday Tuesday Wednesday ¢ Thursday Friday Saturday | Total
Midnight 0 o» 0 0 0 0 0 o 0 o
am 0 o
- 0 o
am 0 o
am 0 o
- 0 o
am 0 o
" 20
m 341
am 355
am 376
am 365
HNoon 283
pm 304
2 pm 358
pm 329
£ pm 5 295 e
5 pm 12 oo
6 pm 0 o
pm 0
5 pm 0 o
pm 0 o
pm 0 o
pm 0 0 0 o 0 0 0 0 o
Total 0 0% 607 201% 660 21.0% 603 200% 574 190% 576 19.1% 0 0% 3020

“Reports” tab with “Detail” selected showing “hour of day” and “day of week”
together. This type of report can help with staffing a reference desk or service point,

for example.

Spreadsheet Export available.



State Library of Kansas crune nme

Add question Search My account

Overview | Detail | Export

Rows  Difficuty \»| Columns Asked by %] Start (2011-0101 End 2017-03-28 Go!

Export Table to CSV — To open in Microsoft Excel or other spreadsheet programs.

Search:

Public State Agency Legislator Library Total
1 33 1% 37 1470 2573
2 95 3% 71 2% 1209 <003
3 37 % 30 1.0 296 @
4 16 3 36 1

2 4 1 8o
G 0 ox 10 0 ox 0 ox T o.ox
Total 2634 37.2% 186 6.2% 142 47% 58 1.0% 3020 100%

Help Contact Us FPrivacy Policy Terms of Use  What's new?

Detail report showing difficulty and who the questions were asked by.

Spreadsheet Export available.



State Library of Kansas cume mme

Add question Search My account

Qverview | Detail | Export

start |2011-01-01  |End |2011-03-28 Go!

Export

Export will return a CSV file {Excel friendly) of your data. If you know
how to use pivot tables, this is gonna be really fun for vou.

Open CSV files with

« Microsoft Excel

= Gooagle Docs Spreadsheet {free)

s OpenOffice {free)

Help Contact Us  Privacy Policy Terms of Use  What's new?

All reports are able to be exported into a format able to be read by Microsoft Excel,

Google Docs or OpenOffice.

To run the report and export click “Go!”
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\___iﬁémiet
Support

FAQS: Accounts Sites People uestions & Answers

Want to get in touch?

Accounts Drop line at

= What is your refund pelicy?

we'll be happy to
answer.

® How are invoices delivered or can | find a copy of an invoice?
» How do we update or change cur credit card®
= What forms of payment do vou accept?

= Do we hawve 1o pay menthly? Can we pay in bulk? Can we pay annually?
® Can we change our Gimlet URLY

® How do | export my data? What dees the exporied data look like?

= How do we cancel our account?

Sites

u What is 3 site? Why use more than one site?

" would | archive a sita?

i

® How do | reactivg

archived site?
® How do | rename a site?

People

= How do | add 3 person o a site?
= Canone person be part of multiple sitas?
» What is an administrator?

» How do | give someone admin accass?

Questions & Answers

= How does search work?

» What does it mean 1o star & question?
& How can | email 3 question?

= What ¢an tagging do for me?

= | wantto record O & A difficulty, How do | do that?

Gimlet offers a very helpful FAQ section on their website and also email support.
Set-up can be accomplished entirely through the FAQ section. | have found email
responses to specific issues very fast!



'ETechSmi‘th Language:  English Frang 2 B¥E [ E=ae

Products Downloads Support Community Company Purchase

Overview Free Version Jing Pro &g @& Download

%) Take a picture or make a short video of what you see on your
&8/ computer monitor.

Share it instantly via web, email, IM, Twitter or your blog

Simple and free, Jing is the perfect way to enhance your
fast-paced online conversations.

Jing: instant screenshots and screencasts @D overview Video || Download

“Jing eliminates a lot of How you might use Jing
phone and email time. I

don't have to visit customers
to understand what they are

seeing or vice versa.”

Get more -
with Jing Pro Q, Yﬂu T“he

Jing is a product of TechSmith, which was created in 1987. TechSmith “has seven
products that do anything from take screen captures, to screen recording and
managing consumer content.” http://www.techsmith.com/company/about.asp

Jing is a screencast application (also known as visual communication) that records
exactly what is on your computer screen and also audio through your microphone.
There is no cost to Jing and videos are recorded with .SWF (Shockwave Flash)
format and are limited to 5 minutes in length. There is a Pro upgrade available for
$14.95/year which allows instant uploading to YouTube, ability to capture from a
webcam, no branding by Jing within the video and the ability to record in MP4
format instead of .SWF. Videos are still limited to 5 minutes in length, however.

The State Library of Kansas reference department uses Jing to provide online
tutorials to assist patrons in navigating databases and websites in general. Others
on staff use the software Camtasia, also a TechSmith product, which has more
options, including easier editing capability and no length constraints, but requires
purchase.



Give your high-quality videos, images, and documents the perfect enline home

oy X TechSmith

Top 3 reasons to use Screencast.com
" What you upload is what you see

 You hold the rights r own content Get your free account now

\f You decide who views your content mcludes 2 GB of storage and 2 GB monthly bandmidth
Thead more? -

Use Screencast.com to...

Screencast.com, another product of TechSmith is also available at no cost up to
certain storage and bandwidth limits. Jing videos upload with the click of a button to
a screencast.com account. Code to embed within a website or blog is provided, as
well as a link for sending as an email.

There currently is a situation with embedded videos within a website not showing up
if viewed from within Firefox. However, a work-around would be to take an image
and make it a clickable link to the screencast.com hosted video.
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State Library of Kansas : For State Employees

Home

For State Employees Ask a Librarian
Research Tools The Public Services division of the State Library of Kansas is dedicated to P

delivering library services that meet the informational and research needs ) Pwailable Ask Us!
Collections of Kansas's state government employees.

we have the expertise and tools to help you get the information you need,
Services Provided when and where you need it,

Learn how the State Library of Kansas can help you, as a state employee,
Contact Us to do your job better, smarter, and easier, all at no charge to you or your

agency.
SLK Home Journal Finder

Use the Finder if you are looking for a particular journal and want to know if
it is available within our databases. View Tutorial

Phone

The journal title: 785-206-3296

advanced search

E-mail
0OABCDEEGHIIJKLMNOPQRSIUYWXYZ infodesk@kslib.info

FCBELDERGHIJELENOEORSIUY A ZALZ
Other Text message

Journal Alerts 785-256-0733

Would you like to automatically receive the table of contents of favorite
journals delivered to your work email as soon as it's available? Alerts
provide a bridge that goes from article title to full-text version without a
username and/or password.

This is an example of how the State Library of Kansas has used tutorials. Within the
State Employees section of the SLK website we provide a service called Journal
Finder. This service allows patrons (and librarians) the ability to type in the title of a
journal and locate which statewide database or Capitol Complex only database
holds the title. Print journal holdings are also displayed.

Since this service displays both statewide databases and those only available to
state agencies within the Capitol Complex the video shows how to determine which
are available statewide and which are not.

Notice the “View Tutorial” link

Feel free to visit http://www.kslib.info/employees/ to learn more about Journal
Finder. (note- the video will be slightly updated soon but content will not change)
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Home State Library of Kanzas : For State Employees ! Tutorials
Journal Finder Tutorials Ask a Librarian

Research Tools
Collections D mvailable | AskUs! .
Services Provided
Contact Us

SLK Home

Phone
783-296-3296

-mail
infodesk@kslib.info

Click the lower right hand corner (screen icon) to enlarge.

Text message
783-256-0733

Search the State Library of Kansas Website Saach

i . Blue Skyways | Kansas Center for the Book .
Audio Books, Music & More | Homework Kansas | State Data Center | Talking Books

State Library of Kansas, Capitol Building, Room 169-W, 300 SW 10th Avenue, Topeka KS, 66612-1593
infodesk@kslib.info | Phone: 785.296.3296 or toll free: 800.432.3919

After you click on “View Tutorial” you will come to the embedded video page.

The extra text below the video was added by SLK to assist patrons in expanding the
video to full-screen.



100% Free

‘_‘f No Limit
% RARBRBDRRR ARD

EngTish Format Factory is a multifunctional media converter.
Provides functions below:

Format Factory

ke All to MP4/3GPAPG/AVIWMV/ELV/SWF.
All to MPA/WMA/AMR/OGG/AAC/WAY,
All to JPG/BMP/PNG/TIFACO/GIE/TGA. 20101104
- Rip DVD to video file , Rip Music CD to audio file
MP4 files support iPod iPhone PSP BlackBerry format Update History

POI'tUgUéS Supports RMVB.Watermark. AV Mux.
#20] Format Factory’s Feature:
1 support converting all popular video,audio picture formats to

2 Repair demaged video and audio file

3 Reducing Multinedia il size.

4 Support iphone ipod multimedia file formats
5 Picture converting supports Zoom,Rotate Flip tazs
6 DVD Ripper

7 Supports 56 languages

08 requirsments: All Windows 08

Because Jing only saves within the .SWF format, uploading to YouTube is not
possible without converting to a different format, as the ability to upload a .SWF is
not available within YouTube.

Format Factory is a no-cost solution and will convert a .SWF to something YouTube
will accept, for example the .MP4 format. This is what is commonly referred to as
donation-ware in which, if you really love this product, please help keep it alive!

Alan Pine, Computer Technician at the State Library of Kansas, is a beta tester for
this software. Beta testing comes after the Alpha (in-house) stage of design.
Programmers receive volunteers for Beta testers who are tech folks and try to break
and/or tear apart the product to find weaknesses.

This is the only known no-cost software which will transfer a .SWF to a YouTube
friendly format.
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Applications mentioned

 LibraryH3lp http://libraryh3lp.com/

 Pidgin http://www.pidgin.im/

» Google Voice http://www.google.com/voice/about
o Gimlet http://gimlet.us/

 Jing http://www.techsmith.com/jing/

e Screencast https://www.screencast.com/

* Format Factory http://www.formatoz.com/

Link provided for the applications mentioned.
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Contact information

Megan Schulz

State Library of Kansas
Reference Librarian
785-296-4673
megans@kslib.info
www.kslib.info

Ask a Librarian http://www.kslib.info/ask.html|

Megan Schulz

State Library of Kansas

Reference Librarian

300 SW 10" Ave. Rm 169-W

Topeka, KS 66612

785-296-4673

megans@Kkslib.info

www.kslib.info

Ask a Librarian http://www.kslib.info/ask.html
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