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About the city of Varna

Varna (Bulgarian: BapHa) is the third-largest city in Bulgaria and the
largest city and seaside resort on the Bulgarian Black Sea Coast.
Situated strategically in the Gulf of Varna, the city has been a major
economic, social and cultural centre for almost three millennia.
Historically known as Odessos (Ancient Greek: Odnoc6g), Varna
developed from a Thracian seaside settlement to a major seaport on the

Black Sea.

Varna is an important centre for business, transportation, education,
tourism, entertainment and healthcare. The city is referred to as the
maritime capital of Bulgaria and has the headquarters of the Bulgarian
Navy and merchant marine. In 2008, Varna was designated as the seat
of the Black Sea Euroregion by the Council of Europe. In 2014, Varna
was awarded the title of European Youth Capital 2017.

The oldest gold treasure in the world, belonging to the Varna culture,
was discovered in the Varna Necropolis and dated to 4600-4200 BC.
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3@; About Varna Public Library

& Pencho Slaveykov Regional Library was established in 1883 with the generous
donations of prominent public figures and patriots from the city.

& The Library, the oldest cultural institution in the city of Varna, is a leading library
institution in the country with responsibilities supporting the educational,
informational, social, and cultural functions.

& The Library is a member of the Bulgarian Library and Information Association, the
Balkan Libraries Union, and participates as a partner in various programs of non-
government organisations and cultural institutions - the Global Libraries Program -
Bulgaria, British Council, Goethe-Institute, Alliance Francoise, etc.
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gg The Library in Digital Era

Varna Public Library has a collection of approximately 900 000 library documents.
[ts modern vision is also manifested in the new forms that have replaced the traditional library services:

& Online catalog
& Digital library
& Electronic system for user registration
& Self-check points for book borrowing

& Digital user's card

& Online book order
& Bibliographic enquiry order
& Interlibrary loan order

® E-User module “My Library”

& Ellie - a virtual assistant librarian,

the newest staff member
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& Covid-19’s impact on libraries goes beyond books.
& Covid-19 affects the communication with library users.

& We can use this new reality to offer something different. That’s what we’re working

on.

& Many of us are challenged, but we're coming up with good, creative ideas!
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& ... 1is such a well-known phrase that it has become the equivalent of one of the most popular

cultural institutions - libraries.

® Varna Public Library management strives to follow world trends in the field of information

technologies and good library practices.

& The Covid-19 Lockdown provokes necessity and provides time to create an online tool for

continuing communication with the library users.

& Since the bots are able to respond to a remarkably large number of user inquiries with accurate
information, Varna Public Library decides to use a CHATBOT as a virtual assistant librarian.

& The decision for developing a chatbot is a logical solution in the context of the library

development strategy.



& A Chatbot is an artificial
intelligence (Al) program that can
simulate a conversation (or a chat)
with a user in natural language
through messaging applications,
websites, mobile applications or by

phone.

@)

® One of the great advantages of
chatbots is that, unlike applications,
they are not downloaded, it is not
necessary to update them and they
do not take up space in the phone's

memory.



How do we implement a CHATBOT?

Define the scope 6. Put the chatbot on the library

Find a reliable software company website & FB Messenger

. . Read session transcripts
Figure out the budget 4 P

8.  Train to improve the knowledee
Create an avatar b 8

Build the knowledge base

base

9. Evaluate the chatbot



Who helps us?

FIRST CHATBOT AGENCY IN <) uMni
BU LGAR I A We are the first specialized chatbot agency in Bulgaria

- i : : Py
Plan. Build. Support - W do it ALL that not only offers ChatBOT as part of our services.
We are the first exclusive chatbot agency on the

market.




Meet Ellie!




& She provides Main Menu Buttons.

& She introduces the library structure

to the users.
& She explains library rules and terms.

& She communicates with text and
visual elements, such as images and

emoticons.

@
S5 What dOGS EHIG d()?

& She responds to user messages
appropriate enough to continue

the conversation.

& She helps users to extend book

borrowing terms.

& She navigates users through the
library catalogs.

& She refers to the library E-services.

[t is more interactive to talk to a chatbot rather than searching on website ©



Main Menu Buttons




PernonanHa 6unbnuoteka...

MpesanwnceaHe

MBAMoTEKA.

Ellie on the Library

website

http://www.libvar.bg/

Ellie on
Facebook&Messenger

https://www.facebook.com/libvarna

g, PeroHanHa 6u6...
Typically replies instantly

Tyk cbM, 3a fa NOMOrHa ¢

MHbOpMaLMs 3a yCnyruTe,
npeanaraHu oT HaluaTa
6ubnmoTeKa.

Havano

Yenyru

INuchAnraatiaa




-}

g% &
%, 1883 &
www.libvar.bg

PernoHanHa
6ubnuorteka "MeHyo
Cnaseikos" - BapHa

Typically replies instantly
Library

4.5K people like this including
XXueka Mapkosa and 14 friends

ie in action ©

iOv "l 100% W 10:35

Iferv:ov NHa 616... a 0

lies instant!
HanuweTe 3arnaBueTo, KOeTo

TbpcUTe 1 HUe Le Bu nokaxkem
nbpBuTe 9 CbBNageHus.

Harry Potter

KATAJOXEH
HOMEP

C224599

Harry Potter and the Chamber of
Secrets

athleen, Uz
BMXX B KATAJIOTA

AKO pesynTtaTute He B1
yAOBNETBOPABAT, MONA
HanpaBeTe HOBO TbpCeHe.

0OQ ¢ A
|

« Monm Anexcanpgposa

3ppaseiite, Polly!

A3 cbm Enu, BupTyaneH 6ubnuorekap —
aCHMCTEHT, OT eKvna Ha PeroHanta 6uénuoteka
"Menyo CnaseiikoB" - BapHa.

TyK CbM, 3a ja NOMOTHa C MHpopMaLus 3a
yenyrute, oT Hawara

KaTanor Kuwrn - Cu6uTna 8 6MbnuoTekaTa  Apeci n paboTHo speme '

’aﬁ’ 3apaBeiiTe, TbPCA €iHa KHWa.

Ky

Mons, nocouete ganu TbpceHaTa o Bac kHura e
NPEAW nnu CIEQ 1998 r., 3a aa Bu nomorHem
fia A HamepuTe

Fﬁ) \ ?nejn

B oHnaiiH KaTasnora MoXeTe fja NpoBepuTe fanu
pasriofiarame C TbpceHata ot Bac kHura 1 Kbae
¥ Kak Moxe Aa 6bae nonasaHa (8 Koi otaen/
crpaga). TopceHeTo Bu no ABTOP, 3ATJTIABUE
vnu KNIOYOBA IYMA e?

WHTepdeiica 3a TbpceHe B KaTtanora e
MHTYMTUBeH. KoraTo TbpcwTe Mo asTop , Mosist
ManuLIeTe MbPBO hamMUnusiTa My, Nocse MPBOTO
My MMe KaTo OTAe/IUTE HEroBUTE MMEHa CbC
3anetas. Hanpumep: BpayH, [laH
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Public Library Pernonansa

0O € C @ libvarbg & C A libvarbg 3 C @ libvarbg

Perwonanka 6uénuorexa "Mewyo Cnasenkor” - BapHa ('} PernonanHa 6ubnuoTeka "Mexyo Cnaseikos” - BapHa
.

('] PernoHania 6uénuorexa "Tewnyo Cnaseikoe” - BapHa
.

3ppaseitte, Guest! LienaTa Ha aboHaMeHTa ce Onpeaens KakTo OT BPeMeTO, 3a KOeTO e BanufeH, Taka u
A3 com Enu, BUpTYaneH 6ubnuoTekap ~ aCUCTEHT, OT ekuna Ha PernoHanHa cnopep Bawara ebapact u sgpaseH craryc. MNoeeue uHhopmayua MoxeTe aa
6ubnuorexa “Mexyo Cnageikos’ - BapHa HaMepHTe Ha HaLWWR CalT

Mons, HanpaseTe CNPaBKa B CeKUMA Afipeci u paboTHO BpeMe B OCHOBHOTO MEHIO,

Aa nonyunTe MHHOPMaUMA 38 KOHTAKTH U MECTOMONOKEHHE Ha HALWWTE OTAeNN
Tyk CbM, 33 12 NOMOrHa ¢ MHHOPMALMA 33 YCNYruTe, NPeANaraxi or Hawara

6ubnuoTexa

BubnuoTekata pasnonara c YyXA0e3WYHa NUTEPaTYPa, KOATO e panpefeneHa, cnopea
BMAa i, BB BCHUKKM oTAENK. 3a Bawe ynecHeHne uma 060CO6eHN 1 1BE YYKA0LINKOBU
uuTanHu: AMepukaHcka u Hemcka. Mons, nanonasaitte OkNaiH Katanora, 3a a ce
OpUeHTUpaTe B KOA CrPaja 1 B KOM OTAEN e HaNWYHa TbpceHaTa oT Bac Kuura

CnpasouHo-6mbnk

reMCKa YHTHA AMepHKaHCKa YHTankA
otaen

Mpesanuceane Karanor Kumru
LleHaTa Ha a6oHaMeHTa ce ONpefena KakTo OT BPEMETO, 38 KOETO € BaNWAeH, Taka u

criopea Bawara b3pacT 1 33paseH cTaTyc. MoBeye HHBOPMaUNA MOXeTe A3
HaMepuTe Ha HalWA CanT

Mons, HanpaseTe CNpaeKa B CeKUMA Anpecy 1 paboTHO BpeMe B OCHOBHOTO MeHI0, 3a
Aa nonyunTe UHHOPMALMA 33 KOHTAKTH U MECTONONOXEHHE HA HALUMTE OTACNH

Iy

i

il

CnpasouHo-6ubns
otaen

BU6nMOTeKaTa PasNoNara ¢ yXA0e3UIHa NUTEPATYPa, KOATO @ pasnpefenena, cropea
BUA2 i, BbB BCHYKK OTAeNK. 3a Balwe ynecHeHne UMa 060C06eHM W 1BE YYKA0L3UKOBM
umMTanHM: AMepuKaHcka v Hemcka. Mons, M3anonasaite OMnait Katanora, 3a aa ce
OpMEHTUpaTe B KOR CrPafa U B KOii OTAEN € HANMUHA THPCEeHaTa oT Bac KHura

neMCKa YHTANHA AMepHKaHCKa YHTanka

Cneunanusnpanm 6a3m gaHHu Aurutania 6ubnuoreka MosTa 6ubnuotexa

LleHaTa Ha aGOHaMeHTa ce ONpeAens KakTo OT BPEMETO, 33 KOETO @ BNMAeH, Taka U
cnopei Bawata 8b3pacT u 3apaBeH cTatyc. Moseue HPOPMaUKA MOXeTe a
HaMepHTe Ha HalwmA CaiT

Agpecw  Ycnoswa 3a non: Yenyrw  Npesanucsawe  Coburwa
Yenopwa sanonssawe  Yenyrw  Mpesanucsawe  Cubutia




Chatbot Analytics

Exchanged messages per month




= Chatbot Analytics (2)

Example of full statistics

IN-BOT NOW TIME IN-BOT

0 Total: 1,126 min.

© Full Statistics

MALE USERS FEMALE USERS MALE USER MSG

22 102 164 16.73%

Statistics Graph + Fullscreen
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Search Average % [____] Clicks Average % [___] All Average % [ENEEEN Al Search [ Clicks

NO GENDER USERS e NO GENDER MSG
2 5 051%

FEMALE USER MSG o ENTRY SOURCE

811 82.76% WEB/FB - 89

Gender Messages / Period

Account VarnaLibrary - Period: May,

BN Vole NN Female
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¢ Improving customer service

The chatbot provided an opportunity to take full
advantage of technologies that effectively save
time. The implemented innovation allows to
process a huge amount of information in a short
time and thanks to it to be useful both for our

users and for the library itself.

¢ Extending working hours

This of

guarantees our users visiting the library's website

innovative  way communication
or Facebook page, immediate and personalized

help 24 hours a day, 7 days a week.

¢ What are the direct results?

www.libvar.bg

® Assignment of specific library functions

One of the routine functions performed by librarians is to extend book borrowing
terms. This service can be requested through various communication channels -
in person, by phone, by e-mail, through the tools provided by the module "My
Library", and from 2020 also through Ellie - the virtual assistantlibrarian. This
turns out to be one of the most used functions performed by the chatbot.

® Attracting users

The chatbot is part of the library's overall strategy for attracting users. Its
implementation on the website and Facebook page of the library has become an
ideal tool for increasing the interest of the readership and the authority of the
library.

¢ Increasing the volume of communication in Messenger

After the activation of Ellie, there is an exponential increase in communication
between users and the library in Messenger. Prior to the launch of the chatbot,
the messenger channel was used negligibly little.
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Even after the Covid-19 lockdown our Chatbot service is helping us with:

& providing information and & simplifying the process of
answering questions in real- communication ‘librarian-
. D))
time user

& optimization of the working & saving human resources

hours of staff
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iy [t was nice to meet you!




