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	Key Themes: 

The presenters discussed their implementation of a chat bot for the Open University library service. They had used data to inform them of the potential benefits to their enquiry service of automating responses to common questions, and had then used usability testing to drive further improvements to the service. 


	Summary of presentation: 

Although the Open University does have a physical library, most of its enquiries are dealt with online.  Analysis of responses to these enquiries revealed that many could just as easily be answered through a chat bot if it were provided with appropriate responses.  Additionally, a lot of common enquiries could be managed through a link to information on the Library website. Once the bot was developed, the project team surveyed users and conducted usability testing to drive further modifications to the service.  However, the presenters noted that users were still reporting usability issues and there was still some residual apathy toward the service. 




	How Might it Apply to CS in libraries:

· Analysis of the most common enquiries dealt with by staff can support the use of technology to improve speed and accuracy of responses.
· There may be resistance from our customers toward interaction with chatbots.  
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