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Don't Make Me Ask
facilitating user-mediated 

discovery with the 
LibAnswers FAQ

Ellie Dworak & Carrie Moore 
Boise State University Albertsons Library



Carrie is the head of Instruction and Research 
Services 

Ellie serves as Reference Services Coordinator 

Boise State University's Albertsons Library

● 22 librarians & 57 staff 
● Serves students, faculty, staff, and guests
● Service is our #1 priority

 



Let's face it - library research is complicated

Then: less complicated/less accessible Now: more complicated/more accessible



What we see:



What they see:



FAQ? FAQ!

● Leverages expert knowledge
● Available 24/7
● Not location bound

Super bonus - we reach people who don't 
want to talk to us! 



Enter LibAnswers



The LibAnswers toolbox

● Simple
● Customizable
● Reduces workload
● Real information



Strategy!

Patron needs

Gather 
information

Content

Discovery

Policies and 
procedures

Optimize:



We have to start somewhere

● Relevant
● Responsive
● User control
● Current, accurate information



User need: relevance

A relevant FAQ:
● Answers the right questions
● Gives information that can be applied
● Is available when and where I need it

Relevant, adj.
Pronunciation:  Brit. /ˈrɛlᵻv(ə)nt/ , U.S. /ˈrɛləv(ə)nt/

 a. Bearing on or connected with the matter in hand; closely relating to the subject or point at issue; 
pertinent to a specified thing.

Relevant, adj (2009). In OED Online. Oxford University Press.Retrieved from http://www.oed.com/viewdictionaryentry/Entry/161893 



On Being Relevant

Strategy: 

● Clarify policies: scope 
and purpose

● Create a process to 
review data

● Make improvements
● Repeat

Tools:

● Integrated reference 
system

● Use statistics
● Built in feedback 

features



Toolbox: question views



User need: responsiveness

● The content is revised and updated regularly
● Queries are attended to quickly

My questions

responsive, adj. 
Pronunciation:  Brit. /rᵻˈspɒnsɪv/, U.S. /rəˈspɑnsɪv/ , /riˈspɑnsɪv/

a. Responding quickly to some stimulus or influence; having the tendency to respond in this way. 

Responsive, adj. and n. (2010). In OED Online. Retrieved from http://www.oed.com/viewdictionaryentry/Entry/163866  

 

Responsible, answerable. Obs. 



On Being Responsive

Strategies: 
● Process and 

procedures
● Identify and make 

improvements
● Repeat

Tools:
● Query spy 
● Topics and 

keywords



Toolbox: query spy analysis





Enhance 
metadata



Toolbox: fun with metadata 

Reserve



Ideal

Real

September 2012 - 16
April 2013 - 4



User need: control

I have options to:
● Locate answers in the way I'm comfortable
● Choose formats and levels of content that meet my current 

needs
● Engage with and influence content
● Get more help or even complain

control, v. 
/kənˈtrəʊl/
1. a. The fact of controlling, or of checking and directing action; the function or power of 
directing and regulating; domination, command, sway.

Control, n. (1893). In OED Online. Retrieved from http://www.oed.com/view/Entry/40562?rskey=30Uwku&result=1&isAdvanced=false

 



On giving patrons (some) control:

Strategies
● Offer choices
● Processes for 

review and 
updating

Tools
● Use statistics
● Admin options







User need: current, accurate information



Of Mice and Maintenance

Strategy:
● Who's in charge, 

anyhow?
● Just do it (on a 

schedule)
● Don't duplicate
● Little things count

Tools:
● Downloadable QA 

pairs
● Link checking



Toolbox: KB Explorer





Questions? 
carriemoore1@boisestate.edu

elliedworak@boisestate.edu
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