
Ask a Librarian is a collaborative chat 
reference service offered at several Ontario 
universities through OCUL and Scholars 
Portal. The service launched in September 
2011 and added three new members in fall 
2012, bringing the total number of 
participating OCUL libraries to nine. 

While this represents an increase of 26% in the 
size of the community served by Ask, use of the 
service in fall 2012 showed a nearly 50% 
increase when compared to fall 2011. To meet 
this growing demand, the hours of service were 
expanded from 62 to 67 hours per week. The 
number of operators was also increased this 
year, with four or five concurrent operators on 
most shifts. Busiest day: 

Thursday, November 8, 2012 - 197 chats in 12 hours
Busiest shift: 
Friday, November 9, 2012, 2pm - 29 chats in one hour
Total chats since September 2011:  
23,110
Number of trained operators: 
265
Number of interns: 
40

York Toronto: 
Tricampus Ryerson Guelph Guelph 

Humber Windsor Lakehead UOIT OCAD Western Unaffiliated 

Sept. 2011 294 225 199 60 41 63 27 0 0 0 25 
Sept. 2012 389 437 256 74 54 150 33 38 8 182 54 
Oct. 2011 805 506 551 138 116 161 68 0 0 0 67 
Oct. 2012 774 994 386 148 172 170 73 62 26 520 76 
Nov. 2011 707 596 547 122 118 160 63 0 0 0 56 
Nov. 2012 809 975 528 205 181 189 87 67 39 533 107 
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This chat service is...
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The service provided by the librarian was... 
1106 responses
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The librarian provided me with...
1092 responses

Would you use this service again?
1093 responses

Was this your first time using the service? 
1110 responses
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Where were you when you chatted with us today? 
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 How did you find out about this service?
1250 responses
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The charts on this page summarize responses to the optional exit survey presented at the end of every chat. The high 
satisfaction ratings are a credit to the 265 operators (library staff and interns) who work on the service each week.


