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Today’s agenda

• QuestionPoint performance update

• Chat redesign

• QuestionPoint tip 

• Meet Mimi Pappas, QuestionPoint 24/7 Reference 

librarian

• Support and documentation

• Your questions



QUESTIONPOINT PERFORMANCE 

UPDATE

Tom Haney

OCLC Senior Product Manager



CHAT REDESIGN UPDATE

Kristin Ewig 

OCLC Senior Product Manager



Redesigning librarian chat interface

• Better workflows

• Move from Flash to HTML5

• User-centric

• Librarian tested



User Research & 

Validation

• Survey

• User input and 

feedback

• Research

• Internal alignment on 

redesign

August- November

Foundational 

Updates

• Version upgrades

• Improvement & 

standardization to 

build/install process

• Security 

improvements

December – March

Usability Testing

Recruitment

• Design for study

• Usability Testing

• Usability analysis

February - March

Design

• Design informed by 

usability

• Document existing 

and future state 

requirements in 

detail

• Hand-off to 

developers

March-April

Development & 

Test Cycle

Develop 

components & 

pass-off to testing 

and product for 

verification

April - September

QuestionPoint Chat UI Redesign & Flash Migration



September - November November- December Q1 2019November Q1 2019

HTTPS Migration-10/7

Test & Validate

• Regression Testing

• Performance 

Testing

• Additional 

development & test 

cycles

Training & 

Communication

• Training video & 

documentation 

updates 

• Updating QP Help 

pages

Librarian Driven 

Functional Testing 

+ Develop/Test 

Cycle

• Select librarians 

participating in 

guided testing of 

the new interface

Soft Launch new Chat 

UI: Pilot

• Old chat UI will 

remain accessible for 

a short window to 

support any critical 

issues or rollback 

needed

Decommission 

legacy QP Flash chat 

UI

QuestionPoint Chat UI Redesign & Flash Migration

Let’s discuss furtherWe are here



Timing

• First 2 weeks of 
December 

Who will be 
involved?

• Around 20 
participants 
including OCLC 
librarians and 
non-OCLC 
librarians

What is the 
purpose of this 

activity? 

• To find any critical 
issues that need 
addressed prior to 
launch

• Secondary: usability, feedback, & 
satisfaction

Librarian-Driven Functional Testing

*Only OCLC employees will have access to the test environment. 

Testing will have to be coordinated with OCLC User Research



• Limiting to a small # of participants due to access issues
– OCLC (24/7) Librarians ~10

– Non-OCLC librarians ~ 5-10

• Participants will walk through chat test scenarios w/ User Research & 

Product Guide indicating whether the test passed or failed

• Participants will have an opportunity to give any feedback on the new 

chat interface and rate their satisfaction 

• Participants should dedicate about 1.5 hours to test 

If you have referrals, please send to morganc@oclc.org

Functional Testing Details

mailto:morganc@oclc.org


How can others see and interact with the 

new chat that aren’t involved in testing?

Training Videos

Training videos will be uploaded to 

the QP documentation site in 

December and will be available to all 

QP customers for viewing

A soft-launch of the new chat will be 

available about 2 weeks in advance of 

official launch, so all QP customers will 

have the ability to work in the new chat 

prior 

Early Access

• A survey will be provided to collect satisfaction & feedback

• Any urgent issues should be escalated through support

https://www.oclc.org/support/training/portfolios/discovery/questionpoint/tutorials.en.html


QuestionPoint Enhancements

Text does not carry through to next patron when toggling between chats

Confirmation prior to end session

Show preview of scripts & URLs upon hover

Spell check

Allow for searching within saved scripts

Improvements to end session workflow (editing prior to submission)

Responsive design

Improvements to librarian-to-librarian chat and transfer

Clearer indication of idle or disconnected patrons









Questions?



QUESTIONPOINT TIP

Paul Chasen

Maryland AskUsNow! 



Review of Survey Results

Institution administrators:    Administration > Institution > Surveys

Consortium administrators:  Administration > Subscription Group > Permitted Access > 

Surveys





Questions?



MEET MIMI PAPPAS

QuestionPoint 

24/7 Reference librarian



Meet Mimi Pappas

• Background: 

– First Year Instruction, Email reference and Chat Reference

– 2003: Began working for 24/7

– 2004: 24/7 was purchased by OCLC

• Current work: 

– 25-34 Hours a week on chat, English and Spanish, Process 

Humanity 

– Time-off requests, and policy page error and updating notes



Humanity

Cooperative members use Humanity 

for scheduling

Process time-off requests

1. Receive an email notice

2. Remove librarian from their shift

3. Shift becomes available for 

another librarian to pick up



Reference wiki





What I love about working as a 

QuestionPoint 24/7 reference librarian 

1. Helping patrons at their point of need

2. Patrons from around the world

3. A service that people with language barriers, physical 

challenges, speech challenges, hearing challenges, etc. 

can use at their convenience



Questions?



SUPPORT AND DOCUMENTATION 

Amanda Schmidt

OCLC Customer Support Analyst



Where to go …

• …For system status messages

– System status dashboard (https://oclc.service-now.com/status) 

– “My QuestionPoint” login screen

– Listservs

• QUESTIONPOINT-L listserv (for all users)

• QP-UKACADEMIC-L (for UK academic users)

https://oclc.service-now.com/status


New support website coming soon

• QuestionPoint resources moving to new OCLC Support 

site at  https://help.oclc.org/

– Easy to navigate

– Searchable

– Print PDF versions of web pages

https://help.oclc.org/


Where to go…

• …For documentation/training/ “how to”

– QuestionPoint support site 

(https://www.oclc.org/support/services/questionpoint.en.html/)

– QuestionPoint troubleshooting

(https://help.oclc.org/Discovery_and_Reference/QuestionPoint)

• …For personal assistance

– OCLC Support for your region (support@oclc.org) 

https://www.oclc.org/support/services/questionpoint.en.html/
https://help.oclc.org/Discovery_and_Reference/QuestionPoint
mailto:support@oclc.org


Troubleshooting Articles



Troubleshooting Articles



Questions?



Thank you!


