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We began Fiscal Year 2021 in the midst of the pandemic with libraries closed to the public and a
new software platform for AskMN from Springshare. FY20 was the year of preparation for the
migration and that happened successfully in May, 2020. FY21 was the year AskMN libraries
leveraged the new software platform to extend services to patrons when face-to-face services
were not possible.

AskMN libraries relied heavily on the new platform as a focal point of communication with
patrons as the service saw usage almost double from two years ago. While FY20 saw the
largest increase in usage up to that point, FY21 was ultimately crucial in meeting patrons at their
point of need and far exceeding all expectations of usage.

Overall Activity

As we saw with the fourth quarter of FY20, the AskMN service saw an uptick in usage that
coincided with the beginning of stay-at-home orders (April - June, 2020). That trend continued in
FY21 where we saw a 53% increase from FY20 from 42,256 to 64,836. AskMN libraries noticed
the uptick in usage and were able to accommodate accordingly.

Of the 64,836 questions in FY21, 57,100 questions were from Minnesota patrons and 7,736
questions were from non-Minnesota patrons. AskMN librarians answering questions for
non-Minnesota patrons indicated our contribution to the 24/7 Reference Cooperative. Both
academic and public libraries report increased usage from their communities as pandemic
work-from-home and distance learning options were largely in place. Academic libraries saw an
incredible 133% increase in usage from 12,361 questions in FY20 to 28,869 in FY21. With
academic libraries mostly closed for the school year, students turned to AskMN to interact with
librarians. While not as dramatic of an increase though still sizable, public libraries did see a
39% increase from 25,826 in FY20 to 35,967.
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Total Questions Received, FY21
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Total Questions Received by Fiscal Year
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Questions Received from MN Patrons
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How were Minnesota Patrons helped?

AskMN allows libraries to provide a tiered-service level giving each library the first opportunity to
connect with their own patrons and allowing the AskMN and 24/7 Reference cooperatives to
step in seamlessly when they are not available to help their own patrons. In FY20, AskMN
libraries were able to assist their own patrons 63% of the time. The 24/7 Reference Cooperative
helped pick up 32% of the overall questions from Minnesota patrons. Even with a dramatic
increase in usage Minnesota librarians were still able to maintain assisting two-thirds of their
patrons.
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Minnesota Patron AskMN Support Network, FY21

Minnesotans helped by
another MN Library
5%

When Did Patrons Ask Questions?

In FY20 we saw a spike in usage in the fourth quarter (Apri-June, 2020) due to the pandemic
and stay-at-home orders. We see in the following chart the continuation of that spike in usage
into the first quarter of FY21 (July-September, 2021). It is interesting to note that while usage
has remained high throughout FY21 activity did seem to settle into a more regular work pattern

by the second quarter of FY21.
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Questions from Minnesota Patrons, FY21

10,000 —

8,551
7,500 —
g 6,383
5,885
5,000 — 4,371 3960 4,132
2 7/ Nﬁs
2,500 —

0
| | | |
Jul - Sep 20 Oct - Dec 20 Jan - Mar 21 Apr - Jun 21

w= Academic == Public

In previous fiscal year reports we had collected time of day statistical information regarding
traffic from MN patrons. With LibAnswers, however, we are only able to provide a large sampling
of when patrons are asking their questions. While it is just a sample, it is still an accurate
representation of when they are reaching out at their time of need.

Along with Time of Day statistics, we are now able to collect and easily identify the Day of the
Week Activity to see what days are typically more active than others. Mondays and Tuedays
tend to be more active days for questions while Saturdays and Sundays tend to be less active.
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Time of Day, FY21
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Day of the Week Activity, FY21
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Patron Feedback

The collection process for feedback via LibAnswers is much easier and relies more on a rating
system than yes/no or multiple choice-type questions. If the institution enables the rating system
on any of their chat widgets, when a chat has ended a patron will see a simple radial button
option for a rating of 1-4:

Thanks for chatting! How did we do?

L= & L~ &
Great Good So-so Bad
@) O O O

Based of this rating system we see similar responses in both Academic and Public queues with
over a 91% positive rating for both queues.

Academic Feedback, FY21 Public Feedback, FY21
1 (Bad): 3.22% / 1 (Bad): 4.84%
/ 2 (So-s0): 4.47% / 2 (So-s0): 4.15%
/ 3 (Good): 17.94% / 3 (Good): 16.01%
4 (Excellent): 74.38% / 4 (Excellent): 75% /

List of Participating Libraries
- Appendix 1 - FY21 list of libraries
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with a lot of work and training and helped make the transition to a new software platform
seamless - even during a pandemic!

Contact Information

For more information about AskMN: The Librarian Is In!, please contact:

Matt Lee, Associate Director Carla Steinberg Pfahl, AskMN Coordinator
Minitex Minitex

University of Minnesota University of Minnesota

Wilson Library, Room 60 Wilson Library, Room 60

309 19th Ave So 309 19th Ave So

Minneapolis, MN 55455-0439 Minneapolis, MN 55455-0439

Phone: 612-624-1024 Phone: 612-626-6845

Toll-Free: 800-462-5348 Toll-Free: 800-462-5348

Email: leems001@umn.edu Email: pfahl001@umn.edu
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Appendix 1 - AskMN Participating Libraries

Participating Academic Libraries

Participating Public Libraries

Anoka Technical College

Augsburg University

Bethany Lutheran College

Bethel University

Carleton College

Century College

Concordia University — St. Paul
Hamline University

Hennepin Technical College

Inver Hills Community College

Lake Superior College

Metropolitan State University
Minnesota State University — Mankato
Normandale Community College
North Central University

North Hennepin Community College
Pine Technical College

Ridgewater College

Southwest Minnesota State University
St. Catherine University

St. Cloud State University

St. Olaf College

St. Paul College

University of Minnesota - Duluth
University of Minnesota - Morris
University of Minnesota - Twin Cities
University of Northwestern, St. Paul
University of St. Thomas

Anoka County Library

Carver County Library

Dakota County Library

East Central Regional Library
Great River Regional Library
Hennepin County Library System
Minitex Reference Outreach & Instruction
Saint Paul Public Library

Scott County Library

Washington County Library
Willmar Public Library




