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9000 students
600.000 volumes
31 staff members



Rocket.Chat
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The survey

• In person

• 15 questions
• 10 quantitative or yes/no

• 5 qualitative

• 29 participants
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Survey Results

Would you miss Rocket.Chat if it was gone?
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71%

29%

YES NO



Survey Results

How confident do you feel in using Rocket.Chat?
On a scale from 1 – not confident at all  to 5 – very confident
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Survey Results

Does Rocket.Chat facilitate communication within the library?
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WORSE NEUTRAL BETTER



Survey Results

How often do you use the library-wide channels?
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Chat Analysis

80% of posts in the main channel are written by 33% of people

90-9-1 Rule for social media:

90% lurkers, 9% occasionals, 1% actives
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Chat analysis

Who are the active people?

• People with leadership positions

• People between 30 and 50

• Almost everybody posted at least once

15.06.2022 Frank, Schrader UxLibs VI 10



Survey Results

Did the introduction of Rocket.Chat improve the communication
climate within the library?
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6%

26%

68%

WORSE NEUTRAL BETTER



Survey Results

Do you feel that, thanks to Rocket.Chat, you have more of a say in 
things concerning our library?
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39%

13%

48%

NO UNSURE YES



Example
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Examples
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Example

„And - with all due respect - I don't think that students need 

to be addressed in this way in terms of (linguistic) style and in 

general.”
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Example

“I see young people talking on the phone non-stop: While 

cycling, on the bus, in the shop, while walking - the inhibition 

threshold doesn't seem to be that high.”
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Example

“We are in the reference business day after day and do our job 

competently and with dedication. Apart from lending, we are probably 

the ones who have the most to do with ‘real’ users and their small and 

big problems. No one gets a bog standard answer to an email enquiry 

from me and when I receive feedback, it is always positive.”
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Example

“This doesn’t mean that you are doing a bad job.

Quite the opposite: IF we are contacted, then this leads to it being seen as a 

positive event and repeated when needed.

BUT: There is obviously a not entirely small number of people who do not go 

down this path, either because they are unaware of it or because they are 

‘afraid’. And that is where I would like to start and see what we can do.”
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Contact
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Ninon Frank 
ninon.frank@uni-hildesheim.de

@Dr_NinonFrank

Jarmo Schrader
jarmo.schrader@uni-hildesheim.de
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