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Introduction

Until recently the provision of distance education was undertaken mainly loyisari

professional associations and commercial agencies offering vocational training. Library
provision to meet the needs of registered students was limited. Over the past 30 years,
however, the delivery of higher and further education to students stuatyangdistance has

become a core part of the activity of many academic institutions: a few specialist higher
education institutions such as the Open Universities established in Britain and India, and some
conventional universities that established teachargres away from their main campuses.

Over the last 10 years, an expansion of distance education has been driven by social and
economic imperatives. Equity of access to learning for those unable or unwilling to
participate as full time or part timampus based students is increasingly recognised as
important in serving the needs of not only rural or dispersed communities but also other
disadvantaged groups in society. Distance education has been further stimulated by efforts to
promote lifelong learing to ensure that the workforce has the skills required in a modern and
changing economy, and to provide intellectual opportunities for an aging population. These
factors have resulted in numerous initiatives, and some major distance teaching programmes
have been initiated by conventional universities and new commercial competitors, using
satellite television or the Internet. Similar international developments have been encouraged
by agencies such as the Commonwealth of Leatiaimg the World Bank.Distance

education has thus become a feature of the work of an increasing number of further and
higher education institutions.

Library provision and distance education

Much has been said and written about the promises of distance education. Iitisat|éar
it to succeed, students" access to and effec
learning is essential.

Supporting their own institution®"s distance
number of academic librariesn addition many national and local governments are expecting

the public library network to engage more effectively in fulfilling its role as a provider of

support for lifelong learning. It is important, therefore, that libraries review the response that
they are making to meet the needs of learners who may be restricted or no means of gaining
access to priAbased collections.

In traditional distance educatiomdimentary efforts were made by the teaching institutions
to ensure that collections ofreotexts and journals were accessible to registered students
through, for example, postal loan services. Otherttisestudent was dependent on buying
textbooks (sometimes without an effective bookseller or postal service to assist them to
acquire booksrbm national or international sources), or using any relevant materials or
services provided by a local public or academic library. However, the world we live in has
changed significantly.

* The Commonwealth of Learning website may be viewed at YRttp://www.col.org[Accessel 19" February

2004]

®The World Bank Institute“s distance | earning program
http://www.worldbank.org/wbjAccessed 19 February 2004]
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A key enabling factor is new Information and Communication Meldgies. Increasingly
distance education is utilisingreail and wekbased facilities to deliver teaching materials
and provide interactive tutorial support across the Internet in both the industrialised and
developing world. Similarly, to meet the nels of distance learneighrary services now
include not only a traditional postal loan service, but alseaffipus access to Internet
databases, andiline access to thall-text of electronigournals or specially digitised book
chapters.However, sah technologies can only be applied effectively if there is a clearly
developed rationale and welefined strategy which addresses the issues that libraries must
engage with in order to best serve the needs of distance learners.

Reference services and information skills

In conventional libraries, reference services, reader's advisory services, and user education
emerged quite some time after the establishment of collections and the provision of metadata
about collections. The paradigm has been theesarthe development of digital library

services: the collections generally arrived first, followed by a concern for metadata, and lastly
by a concern for public services in online environments.

Electronic referenceeeferenceservices are Interndsased question and answer services

that connect users with experts in the information sources in a variety of subject areas through
web forms and/or-enail. Ereferencecan be interpreted to cover support via direct contact
with reference librarians throbgemail, telephone, videoonferencing, and dedicated pages

on the World Wide WebE-reference pvides an extra choice for users, and may take some

of the load off a busy reference desk, although it does not lessen the overall workload for the
library. Using ereference could be a time saver for users, and using the Internet is generally
cheaper than a telephone:rdierence may also provide the user with a degree of anonymity,
or at least minimises any embarrassment that they might feel in a face teference

interview. The growing use of the Internet for information storage, retrieval and
communication is perhaps the most significant development shaping library and information
services today. The advantages of developirgference services ing the facilities of the
Internet include 24 hour access for users, and the potential for easier referral of questions to
services with more substantial collections or higher levels of expertise.

Libraries” experience iemeniamcedby theiwdespraath e se ser
implementation by academic institutions of the witgdcampus and effampus access to

electronic resources, and by the increasing attention to the development of web portals and the
development of -eeference services notlgrby academic libraries but also by public libraries

and specialist information centre an increasingly wiredip society, the volume of

reference enquiries received by libraries layal will grow rapidly, but the importance of

the transaction is ndessened by the medium, and analysing the enquiry and providing a

rapid and unambiguous response will demand new skills. Reference librarians supporting
distancelearning students will need to adapt to the new environment, and to define and
implement inernationally recognised quality standards for new services to supersede any
existing national and local standards.

® See, e.gGOMEZ, J.S.Communicatiorand Information Technologies development: a system of distance
education for Colombia's Caribbean regiot999. Ph.D. thesis. U.S.A.: University of Utah

" CONSORTIUM FOR EDUCATIONAL TECHNOLOGY FOR UNIVERSITY SYSTEMSnformation
resources and librargervices for distance learners: a framework for qualitp97. Seal Beach, California,
U.S.A.: The California State University. Available lattp://www.cetus.org/dist_Irn.pdAccessed 18 February
2004]
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The first ereference services evolved in the early 1980s, but they came to prominence in the
1990s, mainly so far in the U.S.A. weesome 10% to 15% of public libraries and some 50%

of university libraries are now providingreference services. As distance education moves

more classrooms into a virtual world, the remote user is more likely to make use of digital
information withoutseeking the intervention of the librarian. Subject gateways and

navigational tools are making it increasingly easy foreasets to find the answers to their

own enquiries without the assistance of library professionals. This, together with the fact that
over 6% of reference of enquiries may now be easily answered using the ifteigigights

the importance for libraries and information services of examining the efficiency and
effectiveness of theire e f er ence pr ovi si on exdectatidneoja ar e t o
higher level of competence vel opi ng high standards in stu
skills for the networked environment also becomes even more crucial, and presents new
challenges for library staff.The design, development, ancakiation of instructional

materials in these new formats raises many issues including the application of cognitive
psychology in helping learners to conceptualise unfamiliar content; in semiotics and the

effects of text design, text density, and visuaiglesand in the effects of the media on

motivation. These are clearly major challenges ahead for information professionals if they are

to play an effective role in the modern learning environment.

Developing ereference services presents libraries wijpportunities to extend access to their
services and enrich the quality of their provision. These guidelines are intended to assist
service managers planning to enter this new environment, and may actids rmemoirefor

those who have already becoawive in providing eeference support, not only for distance
learners but also for the increasing number of other users of libraries and information services
who are likely to make remote use of their services.

These guidelines cannot convey in thegitirety the experiences and insights of these
researchers and those libraries who have implementefgeence services. Examine the
Bibliography compiled for the authors of these guidelines, and scan the professional horizon
for new publications, concépand practices. Surfing the web sites of similar and different
organisations can suggest worthwhile ideas. LibHRef discussion list dealing with issues in
reference services is also a potential source of information and &d\ikere is no guilt

attached to utilising the work that has already been done by others, particularly in emerging
areas where sharing experience is vital to successful development.

Terminology is fluid in this new area.-feference (electronic reference), Digital Reference
(DR), Virtual Reference (VR), and Reference at a Distance (RAD) are used almost
interchangeably in the professional literature. Online referencetjmealeference and chat
reference are also sometimes found in the literature. These guidelinesavifleuterm-e
reference.

8 ZUMALT, J. andPASICZNYUK, R. The Internet and Reference Services: A-Réaild Test of Internet
Utility. Reference and User Services QuarteB8(2), 1998, 165 172

®MACKLIN, A.S., REYNOLDS, L.J., CURL, S.RandMAI, B.A. Distance education iwirtual classrooms:
the model and the assessmi@rProceedings of 21st Annual National Online Meeting1&a@ay 2000, New
York, NY, U.S.Aedited bywilliams, M.E. 2000. Medford, NJ, U.S.A.: Information Today. pp.-4Q2

2 To subscribe to the listontact the list owner &lBREF-L-request@LISTSERV.KENT.EDU
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Literature search methodology

Any systematic literature review is required to be open to scrutiny, and should employ
standardised procedures to enable the search and evaluation process to be carried out in a
consistent mannefThe bibliography appended to this report was compiled by Graeme Baxter
by searching, according to a giefined format to ensure reliability and rigour, through the
appropriate bibliographies, subject gateways and databases.

The systematic literatuisearch was conducted online in a number of appropriate electronic
databases in the education and library and information fields, namely:

71 Library and Information Science Abstracts, Information Science Abstracts, and Library
Literature.

i Educationrelateddatabases such as ERIC, British Education Index, and Education
Abstracts.

The search was restricted to Engliahguage items published during the last 10 years (i.e.
from 1992 onwards), and was based largely on the following search terms, where 83ndicat
the use of truncation:

(electronic OR virtual OR digital) AND (reference AND (service? OR desk?) )

This search revealed 468 unique, relevant items. A small number of these documents were
literature reviews or bibliographies, and these were examareatifiitional items of

relevance. Of greater significance, however, were existingoased bibliographies on the

subject of digital/electronic/virtual reference, particularly those compiled by Sloan (over 500
entries), Richardson (over 270), and Wasiefol90) which appear to be updated regularly.

These allowed a useful creskeck of the material found in the database searches, but also

provided details of (and, in many cases, links to) additional websites, online papers, reports

and otheatpygeéythatemight otherwise have pro

Particular attention was also paid to two websites. Firstly, the Virtual Reference Desk
website which, as well as hosting Wasi k"s bi
consultatimm papers, guidelines and presentations, including those from the Virtual Reference
Desk annual conferences. Secondly, that of the Information Institute of Sytashese

Executive Director is David Lankes, a prolific author ereference issues. Tlsge

provided |Iinks to several of Lankes"s report
noted, though, that the vast majority of the items appearing on these two sites also appeared in
one or more of the webased subject bibliographies already tifesd. It should also be

noted that several of the conference presentations provided were in the form of PowerPoint
slides only. These were somewhat lacking in detail and therefore not considered in this

current study.

Web portals that provided a uskfaference point for individual institutions, organisations
and subject gateways (such as Dtithe BUBL Link, and the UNESCO Education and

1 Available at:http://iis.syr.edu[Accessed 18 February 2004]
12 available at:http://www.dlib.org/[Accessed 18 February 2004]
13 Available at:http://bubl.ac.uk/link/lis.htm[Accessed 18 February 2004]
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Libraries PortalS) were also examined, and search engines were systematically used to
identify other relevant wesites, including academic institutions offering distance learning;
public libraries and academic institutions offeringeéerence services; and international and
national agencies, such as the World Bank, the Institute of Museum and Library Services
(U.S.A)), and the National Library of Australia which, although not the major focus of the
review, provided potentially interesting links within the sector.

Additional items obtained during the wélased element of the literature search, brought the
total number of documents reviewed in the study to 658.

The cutoff date for the literature searching was August 2003. All the documents were read to
identify and evaluate the content. Additional abstracts and annotations were added by the
research team, acessary. Much of the literature proved to be repetitive, and anecdotal
rather than based on rigorous research.

A management system, using ProCite, was set up to maintain the documents during the
research process. This enabled a standardised farinatapplied to each document record
and provide the ability to track the progress of document acquisition and analysis.

The items identified are detailed in the Bibliography appended to this report, and which may
be available on the web in due course.

14 Available at:
http://portal.unesco.org/ci/fev.php?URL_ID=6513&URL_DO=DO_TOPIC&URL_SECTION=201&reload=104
1937729Accessed 19 February 2004]
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1. Policy statements and planning for e-reference services

Whilst supporting the functionality of the Internet requires some technical knowledge of
computing and telecommunications, the real challenge for the managers of libraries and
information serwes is to make a fundamental reconsideration of how distance affects the

l' i brary®"s relations with the community it se
Information and Communication Technologies could add value to their services-oferte
existingservices and develop new ones to enable the users of their libraries to take full
advantage of the new medium requires them to put in place a set of policies and procedures
which parallel those that are applied in the management ofas®d servicesThe key

Issues to be considered are:

identifying and targeting the various segments of the user community;

integrating the @eference service with existing services;

allocating and managing the resources required;

identifying and integrating relevant gabt expertise external to the library;

defining policies and procedures.

= =4 -8 —a A

Policy statements on the role of libraries in the provision of e-reference
services

The ereference service will be used most by people who have integrated computing into all
aspets of their work and communication. The availability of personal computers and access

to the Internet vary from country to country, but their use is increasing globally. As

familiarity with these facilities increases, librarians must recognise thautheis will derive

many of the answers to their information needs directly from these sources, and will expect

their libraries and information services to satisfy information problems that they are not able

to resolve for themselves within a given timdtoough an acceptable level of effort or
expenditure. This places a greater emphasi s
professional expertise, but also on the |I|ibr
clients. In the networked envirommt, it is increasingly important that libraries provide an

explicit statement of the aims of the reference service that they provide.

Mission

The starting point for any newreference service is a clear definition of its intended purpose
and core valug The ereference service should be framed within the overall mission and
goals of the library, and designed so that it is seamless part of the range of reference service
options, offering the same quality as that delivered face to face or througlpoadesce.

This should be outlined in a mission statement which may linked to a general statement of
reference service philosophy such as

60Our commitment to providing a quality inform
interact with you by prading you promptly and courteously with accurate information
regardless of whether it is in person, via the telephone or-wieaei | . 6

The mission statement should also acknowledge the disparate groups that the library serves,
and the | i b toaneethes difteling mnegeda. tQuestions that can or cannot be
answered and any arrangements for referral of clients to other cooperating information
services or selected subjected experts should be noted, as well as any commitments that the
organisatiorwishes to make to provide user education, or in respect of alipad@cument



delivery service, services to patrons with special needs, or services in special subjects.
Timeline for developing and piloting the service

The global nature of-eeference swices will, for the first time, put many libraries in a gquasi
competitive situation, in which they will be judged on the quality of their service. An ill
prepared service launch will jeopardise service quality.

When setting up a newreference serve; there are a number of steps that have to be taken
to ensure that the service can be successfully launched and delivered. In common with any
other activity, these need to be identified and ordered into a logical sequence. It is then
possible for the m@ager to determine reasonable periods of time for each step to be
completed, and to monitor progress towards these goals.

This implementation process should allow for piloting the service before it is formally
launched. Controlling the user baséhat initiation of the service, and expanding it as
experience develops, may eliminate minor, but potentially embarrassing procedural problems.
Staff will need not only training, but also practice time, in any new procedures that are to be
adopted by theegvice. Similarly, any new software tools will need to be tried and tested to
ensure that the installation is robust.

Similarly, the initial proposals for the service should anticipate and plan for the growth of the
service, and identify levels of dendhthat will trigger an expansion of the range of services
that will be provided and the resources available to support the service.

Planning for implementation

As with any new service, it is essential to shape consciouslyréference service rather

than just let it evolve. With proper planningeference services can become valued and
effective additions to a |ibrary®"s services,
l i brary®s public relati ons andperhapafurtharafigd. i t s v

This new service cannot be implemented successfully without the commitment of a wide
range of staff, and this can only be engaged effectively from the very beginning, through the
establishment of a planning committee repréagrall the stakeholders. The committee

should have an active role in outlining policy, determining procedures, and preparing for the
introduction of the service. Its role would eventually shift to monitoring the service once it
had been implemented viewing and revising policies, provision and procedures as
necessary.

Planning will need to take account of a number of different elements:
Development of appropriate user entittement statements
Physical and virtual locations of the&ference service

Collection development and access

Legal issues privacy, copyright and licensing

Procedures for use of online reference services

Defining service tiers and service level statements

Finding library partners and external experts

Linking with an erefererte consortium

Marketing and building customer relations

=2 =4 -4-4_-45_-9_-9_-4_-°



Integration with teaching

User orientation

Staffing issues

Management and eordination of the service

Cost implications

Determining quality standards and establishing evaluation mechanisms

= =4 -4 -4 8 -9

Devdopment of appropriate user entittiement statements

Although any service should be designed around the needs of the community served by the
provider, e.g. as a resident of the community whose taxes support the library, as a registered
student of the instittion, or as an employee of the company concerned, the Internet can also

bring users into libraries with which they may have no formal affiliation. Traditional barriers

such as distance and communication time or costs have restricted the volume oéshbah us

the I nternet breaks down these barriers. It
defines and agrees who is entitled 4@ference service by the library, where and when they

may obtain it, and what, if any, restrictions areto be placed® hei r access to t|
collection of electronic resources. The policy statement should therefore define the levels of
service available to users, differentiating if necessary between categories of users such as
academic staff, registered studemtisd enquirers with no formal association with the

institution, and if appropriate setting out tiered response times. Any restrictions on the use of
the service should be clearly indicated on t

According to the UNESCO Public Liary Manifest, t he publ i c | i brary®“s
principle be free of charge. Other libraries may decide to restrict free services to the

community that they are intended to serve. Entitlement to services may, however, be

extended to users of @hlibrary services with which there are formal agreements.

A user®"s entitlement t o -seternceeaneqirymesppnsd e | i mi t
service, or extended to include access to the electronic resources of the library. However,
experiencendicates that users ask similar questions whether in person or viaah e

reference service. A full range of questions, generic to specific, are asked, and therefore

limiting e-reference service to 'ready reference’ questions alone does not adeqaeately

users' needs.

A global community of potential users may result in rapid changes in the population that the
library serves. There should therefore be arrangements in place for regular monitoring of
time-expired authorisations to use restricted e, and for cancelling or changing

passwords as necessary.

Taking account of the workload required to answer enquiries, the service managers may need
to establish a daily quota, and a protocol for dealing with enquiries that are received after the
daily limit has been reached. The priorities that will determine whose questions may be
answered should the quota be exceeded must be publicised.

Physical and virtual locations of the-eeference service

15 Available athttp://www.unesco.org/webworld/libraries/manifestos/libraman. fiotessed 18 February
2004]
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There should be a clear policy on the location efdheference service.

During the | ibrary"-sefererce seraide sheuddmarmatlyede dased r s t h
within the library. If the @eference service is to be augmented by -dftens service, a prior

decision is needed as to how that cast be achieved, taking account of all the implications,
limitations and potential of alternative approaches.

Physical location

The | ocation of tnaktermiral{spandethe physical myowt ofthe “ s e
working environment should be daténed in a way that facilitates staff access and use.

In those libraries in which specialist resources are distributed at a number of separate service
points, consideration would need to be given to the location oftékeeence service point,
particdarly in the early stages of implementation when demand may be limited and may not
justify the additional costs of multiplereference service points.

The reference desk, exposing staff to continual face to face contact with users, is generally not
corsidered to be a suitable environment foeference service because it may exacerbate
clashes of priorities for service. Location in an area away from the public may be desirable,
and a separate, soundproof telephone reference point will be necesalay if

telecommunication becomes common.

However, there may be advantages in designing the area so that it is visible to users of the
library, as a means of raising public awareness of the service and so that librarians who are
not immediately engaged providing the ereference service can see if there are members of

the public awaiting personal attention.

Virtual location

The increased use of wireless technology and mobile devices may liberatefieece
librarian from a fixed point in a buildg.

An early policy decision needs to be taken about the service delivery model to be adopted,
and the nature of the service to be provided needs to be made clear in the policy statement.
Asynchronous (enail & web forms) and synchronous transactiais(, videeconferencing

and ereference robots) have different features and make different demands on skills and
resource budgets for e.g. staff and training. Evidence on the ugefefence services

indicates that they are likely to be used on a Bé&is, although there is a clear decline in the
volume of enquiries received during the night, as might be expected. Research results do not
appear to indicate any particular user preferences for synchronousni@abr asynchronous
services; rathehey report positive response to use of videaferencing, but also support

the sufficiency of asynchronous service. Whichever mode is adopted, it should be supported
only during those hours when demand warrants it and when staff can be afforded. The
ultimate decision should be based on an assessment of local needs, financial resources, and
technical capacities.

Planning for the virtual location of thereference service also needs to include the
preparation of an effective web site to act as thet #ad of the service. Guidelines will
cover both the overall structure of the web site and a simple departmental style sheet, for



example requiring each web page to be described clearly in the title and the first header,
prescribing the optimum size ofelndividual documents on the web site, and instructing
designers and content providers to avoid large image files that will download slowly onto the
computers of users who do not have broadband telecommunications. For those without
previous experience afeveloping web sites, it may be useful to look at a site that provides
links to information and instruction on writing, editing WWW pages, such as the Library of
Congress World Wide Web style guitie.

Preparation for the new service may involve acquiong of the numerous specialist

software packages now available for handling reference transactions. Clear purchasing
criteria should be determined taking account
service plans.

Collection development and aess

Policy guidelines would also need to be revi
policy for information resources. The review would need to consider the rangefefence

services to be provided, and the implications for the scoffeeafollection, for any existing

guidelines for selection of reference materials (particularly the choice of print or electronic
formats), and for arrangements to access externally hosted electronic resources of reference
materials.

Collection developmerghould continue to reflect the needs of the potential users of the

service, but recognise the potential offered by a networked environment to draw on other

l i braries" resources and expertise. |l ssues
servicegake on a new dimension when a library is supporting virtual users, and require

libraries to be particularly careful to ensure that they are operating within the law in providing
material in electronic formats to remote users (see below). Licensingalectredia may be

best done through consortial arrangements, which are not only an effective approach to
resource sharing but also likely to be a less expensive way of negotiating the desired level of
access for remote users.

Collection development irhe traditional sense of library activity will need to be
complemented by content development: identifying and organising electronic resources, and
preparing and maintaining guides and information pages on how to use the electronic
resources.

Thecollect on coul d ultimately include the archi ve
decision is required on what will be archived, whether it should be searchable, and by whom.

There will need to be a reliable document delivery service in place to back epeflerence
service. Its capabilities and limitations would need to be made clear to users. The issues
surrounding the provision of historical and extensive statistical data would need to be
considered carefully.

Legal issues privacy, copyright ad licensing

16 Available at: http://www.loc.gov/loc/webstyle/ [Accessed' Eebruary 2004]



Legal issues such as privacy, confidentiality, and data protection are highlighted in the
networked environment. The service provider needs a clear policy statement on these issues,
on intellectual property rights and theuse of informatin obtained from or on behalf of

clients, and on transaction and content licence compliance. These should be reflected in a
contractual understanding with the users about any warranty on information provided, and
with staff regarding liability for third @rty claims arising from information that they
communicate.

Privacy

Few library systems operate in a secure network environment, andetfezence interview
produces a digital log of the entire transaction. Both these features raise issues about
confidentiality for the user, particularly in those countries where Data Protection and/or
Freedom of Information legislation has been enacted. Whilst the use of electronic systems
does permit easier logging and statistical reporting of the volume and niatuneguaies

received, to evaluate overall effectiveness of the service and to develop a FAQ (Frequently
Asked Questions) web page to minimise the need for human assistance, it also raises the need
for the policy statement to assure the users that theiirggmwill be treated confidentially.

Users should be given a clear understanding of how the confidentiality of transaction records
will be assured. Some libraries deal with this, as they in effect do with many conventional
enquiries, by permitting theser to remain anonymous, but this possibility may be restricted

by the software, particularly software developed initially for commercial call centres. Others
retain archives of transactions only for a stated, limited period. A further approach might be
removing identifying information from the transaction records before they are archived. This
is possible, but timeonsuming.

The potenti al uses of the transaction record
in which their work can be nmitored and the potential for punitive consequences if the

standard of their work appears deficient. It is important that, from the beginning, it is clearly
understood that, while transactions may be monitored, the intention would be solely to

improve cusomer service and to provide a basis for staff development.

Many countries have passed legislation to protect against the misuse of personal data, and
libraries providing eeference services should ensure that they operate within the law as it
appliesin their country. Many national library associations have also established codes of
professional ethics, which refer to these issues, and members should observe these.

Copyright
The legal position on copyright is complicated and uncertain. It Viaoscountry to

country according to the legislation in force, and librarians operatingefierence service
should be familiar with and comply with the relevant laws of their own country.

Licence compliance

The use of electronic databases and joulmalisnauthorised users may violate the licence
agreed with the vendor. At present, not all vendors offer licences that are compatible with the
open nature of-eeference services. Careful review of existing licences is essential to avoid
violating the Icence agreement, and as a basis for futunegetiation of licences.



If access to certain electronic resources is restricted, consideration must be given to how to
control access to them (usually by means of a password). If access is passwor@doatrol
secure method must be in place for distributing passwords to authorised users, and for
updating them as necessary.

Procedures for use of online reference services

The use of new Communication and Information Technologies provides the libthry wi
another means of reinforcing the image of its contemporary relevance, whilst -usaigos

web pages to support its reference service offers several practical advantages. However,
promising and then not delivering will create only negative publioityhe service.

Sometimes the new technology may fail. Always give users an alternative way to contact the
reference service.

E-reference services also present a number of operational challenges that need to be overcome
by careful planning and stadevelopment. These are discussed in detail in Chapter 2)

Defining service tiers and service level statements

Librarians have long since recognised that few if any libraries can meet all the expectations of
their user community. The introduction of aneéerence service may enable libraries not

only to raise awareness of the wider resources on which they can draw, but also to introduce
addedvalue services, hitherto beyond their resources or expertise, such as describing and
evaluating the informatiomna the source from which it was drawn, or providing services in
more than one language.

At the same time, the library may wish to clarify and define a variety of service levels, and
make explicit its priorities for dealing with enquiries, dependingheir hature and origin and
the time that providing an answer or finding a document might take.

The nature of the communication medium demands that the library establish a protocol for
answering questions, making referrals, and answering questions$evsnot affiliated with

the institution. It is also important that the policy statement should be realistic about the level
of information likely to be required by particular kinds of users (e.g. by a secondary school
pupil as compared with a universjiyofessor), and the time likely to be required to respond

to enquiries.

A central part of the provision ofreferences services has to be making unambiguous and

transparent statements about the types of questions to be answered, the users todredserved

the service indicators that they can expect in terms of the turnaround time for responses:

1 what sort of questions will be answered?

1 what turraround time can be reasonably expected (often a commitment to unrealistically

short turnaround times can oae as many problems as an over long one)

who will respond to the enquiry (a named individual or an anonymous team)

what sort of questiowill not be answered (this may depend on the length and complexity

of the research involved)

1 what referral mechanismilvbe in place to pass enquiries on to other bodies or
organisations that may be capable of providing a response.

T
T

Equality of access to the service must be assured from the outset.



Finding library partners and external experts

The ereference servicehould act as a clearing house and referral point for users who do not
know an appropriate specialist to contact.

The process whereby libraries have made use of experts or specialist services has not always
been transparent to the user, except in mt&s where documents have been obtained for the
user from a third party. In a networked environment, libraries may-passed by their
community unless they are clearly established as the principal access point for information.
This may require the liary to be more explicit in making more visible a service model that

not only provides for immediate action at the point of enquiry, but also includes referral to
selected experts or a consortium for collaborative resolution.

Inter-library cooperative greements may also provide a basis for improvements in document
supply through intelibrary loan services.

Linking with an e-reference consortium

The impact of providing an-eeference service on the range of resources required to answer
enquiries flly and accurately should not be underestimated. Meeting all this demand will not
be possible within most | ibraries® budgets.
could arise, serious attention must be given to assuring access to taéroass of resources
that are required.

The benefits and opportunities associated with working together with other library and
information services far outweigh the challenges of planning and introducing a collaborative
e-reference service. Consortiaynbe established by libraries serving similar communities,

and /or by groups of libraries that come together on a regional or geographical basis. A
consortium based on libraries with similar interests and capacities but located in different time
zones hathe potential to dramatically reduce the staffing costs that individual libraries might
otherwise incur in operating across an extended working day.

The global reach of the Internet raises expectations thatréference service will be

available ora 24/7 basis (24 hours each day; 7 days each week). Few libraries have the
resources to operate on a 24/7 basis, but collaborative agreements between comparable
libraries in different countries may, however, make it possible to provide a 24/7 service. A
wide array of reference styles and expertise as well as copyright, licensing and technical
issues has to be harmonised, but users appear to like the level of service offered by global e
reference support.

In establishing a consortium, the issues tadrgsidered are similar to those in establishing
the ereference service itself: levels and modes of service; response times; clientele;
personnel; infrastructure and facilities; administration and management; finances; and
evaluation.

In establishing such consortium, preliminary steps might include selecting a common e
reference software package, and establishing guidelines for the operation and staffing of the
service. It will be necessary to define who might use ttefezence service, and whethedan



how they would be required to authenticate their entittement to it. Specific policies may be
needed to address issues surrounding access to database subscriptions.

In addition, it is also necessary to clarify which questions will be transferreddretwe

libraries, when and how that will be done; how quality will be monitored and maintained; and
what should happen if a member of the cooperative fails to meet its agreed obligations.
Achieving a balance between members with differing collections anditipa may

initially appear contentious, but can usually be resolved by prior agreement about how many
enquiries from the consortium each library will answer, and how many enquiries it may send
to the consortium in return. Typically, the number of engsipermitted to be sent to the
consortium by an individual member is twice the number that is answered by that member.

The development of a collaborativeeference service is an ongoing process, and regular
communication among all members of the cotism is critical. Creating and maintaining
effective lines of communication to develop a shared vision and mutual confidence between
all the staff of project participants is essential. Dealing with several independent libraries
requires a strong projeldader. It may also require a degree of flexibility in accepting
variations between partners.

There should be adequate arrangements in place to enable the managements of each of the
participating library services to assess the contribution that teaypaking and the benefits

that their user community is receiving, to reduce concerns that scarce resources may be being

di verted to meeting the demands of other mem
such a way that it does not become a sigafiadditional burden for the staff providing the

service.

Evaluation and assessment must be an ongoing aspe@dsuie all concerned of the
continuing value of making the effort to participate, as well as tetfine the service. This is
discussd in more detail in Chapter 4.

Marketing and building customer relations

There is little to be gained by launching a new service without proper marketing. Since the
goal is presumably to improve on the present range of services, preliminary markehresea
should be undertaken to try to identify needs that are currently unmet, so that the service can
be focused on these needs. This requires not only an investigation of how and by whom the
library is currently used, and who might use the neaeferenceservice and for what purpose,

but also a sel€ritical appraisal of the existing policies, procedures, and resources of the
library, as a basis for further development.

Promotional marketing lets users know where you are, whether any specially tagyeiees
have been developed, and how to use the service. Promotional activities to ensure that the
potential users are aware of its existence are essential. To be successfugree services
require a lot of publicity. There is no single promoébactivity that can be guaranteed to be
effective. Marketing a new-eference service is not a etieme process, particularly in the
academic environment with its regularly changing student community. It is important to
identify not only who the primgrusers will be, but also the media through which the service
can be promoted to them. Experience suggests that continual efforts are required through
exhibitions, library instructional sessions, advertising in the public media and on the web
pages of théibrary, and distributing brochures and other materials. It can also be useful to



take the service to users, by for example putting links on key pages of an Intranet or
community web site that users are likely to visit frequently. It is equally impgda&eep

regular and potential clients informed of all subsequent changes that may impact on their use
of the service. However, publicity should not create more demand than the service can
handle, but should be closely linked to plans for the developamehéxpansion of the

service.

Giving the service a special name can help to create a brand identity for marketing purposes.
JAskaLibrariai i s one that has beemefetesceskrviteyina numbe
different countries to establish thalentity. A registered Internet domain name can provide

a recognisable-mail address and web page URL.

Integration with teaching

In academic institutions providing online courses, librarians should begin by convincing the
teacher that they shouldk&an active role, not only in providingreference support, but also

ideally seeking to become a teaching partner, collaborating on providing course readings, or
devel oping remote students® information sear
library's support for the course and the availability of theference service should be visible

in all the course material and assignments. This is discussed in Chapter 3.

User orientation

Central to effective promotion of the new service is developisge r s* abi |l ity to |
effective use of it. What kind of ,bibliogr
be delivered should be clearly identified in the policy statement, based on a realistic

assessment of the needs of the primary growserfs for whom the service is provided.

Users are likely to be unfamiliar with the new methodology, and will require a thorough

introduction to it as much as to any specific subject needs. This is discussed in more detail in
Chapter 3.

Staffing issues

Establishing and maintaining positive attitudes among the staff regardafgrence is

fundamental to its success. Introducing arference service represents a major initiative for

any library. Growth in the demand foirreference services is cait but unpredictable. The

associated organisational change is likely to prove far more challenging than the

implementation of the technology. From the beginning, therefore, policy statements should
emphasi se the conf i den cagementinthehpefedsionbl expertige’ s e X
and commitment of their staff, make a commitment to developing strategies to deal with the

likely increase in usage, and encourage creative approaches to meeting the new demands

posed by a networked environment.

This would need to be supplemented by a statement of where organisational responsibility for
the provision of e@eference services is assigned, what type of reference service will be
available at each service point, how questions will be dealt with, whangWer them and

when, and whether the remote electronic reference service will be provided online direct to
the end user or must be mediated through staff at other service points.

" The Internet Assigned Numbers Authgrinay be viewed dittp://www.iana.ordAccessed 19th February
2004]
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Generally, the introducti on o staffofiihe libsag,r vi ce n
and the responsibilities for delivering it need to be formally recognised. For example,

promoting the service is one of the key duties that need to be written into job descriptions.

Other duties that need to be clearly assignelddecthe management of licensing and

copyright issues, and the coordination of database acquisition. Consideration may need to be
given to the creation of new job titles that reflect the enhanced range of work being

undertaken.

E-reference service migimprove efficiency by addressing 2 lestanding problems with

the reference process: reference librarians typically spend only a small portion of their time at
the reference desk actually answering questions, and many of the questions that they do
answe could be handled by paraprofessionalsteterence permits the creation of a clearer
delineation of responsibility, based on-8€& model: Level £ minimum human intervention,

e.g. FAQs (Frequently Asked Questions); Levep2araprofessional staffevel 3-

librarians, subject specialists and other expertsef&ence service also offers the potential to
deploy specialist expertise across all the locations at which the library operates.

Library managers should recognise the need to reconfilyeirereference services to commit
time and resources to the online reference process. Planning for the new service should
therefore identify when staff will be expected to take responsibility for answerigfgrence
enquiries, and establish shift ro@snecessary.

Any new service needs a committed team of entrepreneurial staff, and consideration should be
given to the creation of a ,virtual-" team to
reference service should not be isolated from othercgsy, but should be integrated in such a

way that those providing the service at any particular time also have a support network within

the institution. The policy and operational framework for the service should recognise how

staff with the insights fnm recent exposure to professional education and those with

experience gained from years of professional practice could be integrated in a way that allows
individual team members to build on their strengths to contribute to optimum group

performance.

Staff cannot be assigned to sit by amail terminal awaiting messages, particularly when
demand for the new service is still limited, and may therefore be assigned to a variety of
duties including @eference. Prior arrangements are needed to determinghasenstaff

should check for incoming enquiries, or how they might be alerted to incoming enquiries by
colleagues or electronic means.

The absence of visual clues may mean that additional time is necessary to negotiate questions,
and using a keyboardikias longer than verbal communication. It is therefore important to

plan for additional timeelated demands on the service. In the medium term, these may be
offset by the time saved when clients use the FAQ web site that should be developed.

Expandingservices may demand increased resources for staffimgailEstill conveys a

sense of immediacy as a form of communication, and it is important to provide adequate staff
so that provide responses can be made to enquiries received within the timescdlendbe

l i brary“s policy statement.



If the service is to be open to all, even with conditions or limitations applied to certain kinds
of users, concerns with language differences and cultural communication in dealing with an
international clientelenay require the recruitment of specialist staff, or at least special
training to sensitise staff to these issues. An alternative solution may be found in joining an
international collaborative network.

Consideration should also be given to the potefdrahe librarians themselves to work from
home. Telecommuting may offer some opportunity to reduce personal and institutional
overheads, but needs to be managed within a framework that clearly identifies the
responsibilities of both parties.

Full acount should be taken of the need for adequate technical support. Policies on technical
supportshould address:

the software, hardware and troubleshooting issues that the library will encounter;

when problems might arise;

whether the support could or shdibe provided by librarians or technical specialists;
what kind of support the | ibrary®"s users
the priorities for this support;

how this support will be provided (e.g. by telephone or through a web site);

when requests for support need to derred to a third party, e.g. the vendor of specialist
e-reference software.

E

In establishing a neweference service, consideration would also need to be given to a
number of broader Human Resources policy issues that carry implications for thedstdnda
service. These would include contractual responsibilities-fefezence service, the

scheduling of staff hours forreference service, the priority to be given 4@ference in

relation to other operations, workloads, shift lengths, and stdéfigds, commitments to staff
training and professional development, and the inclusion of relevant activities in any regular
individual staff evaluation. The intensity of use of some already operativatdrence

services indicates that the organisdticm Hu man Resource functi on
its arrangements for providing supportive counselling in the event of staff suffering from
stress.

Cost implications

Planning for the service should recognise the financial implications. It islisticst® expect
existing services to relinquish willingly resources to support the establishment of a new
service.

It should be anticipated that there may be a need for additional types of communication, e.g.
telephone calls, to supplement the elegtrgmocess. Salary savings from efficiencies in
operating some aspects efeference cannot be assumed because of the increased demand
which could potentially result from the introduction of a networked service

E-resources constitute one of the mosatitd dimensions in acquisitions budgeting, and the
development of -eeference raises the potential for spiralling electronic licensing costs. An
analysis of the resources required to meet
establishing th ereference service and any collaborative provision.



Users of ereference services also appear more likely to demand that they be supplied with the
full text documents for all citations retrieved in response to their enquiry, or to support the
answerprovided by the librarian.

An appropriate methodology for costing the service should be devised, and in the case of
commercial organisations (and academic institutions operating distance learning courses on a
costrecovery basis) for charging for thent of reference librarians.

Determining quality standards and establishing evaluation mechanisms

The effectiveness ofeference services will rest heavily on the development of standards
that all participants can utilise. However, best practicedstals for eeference have yet to

be developed, and there are as yet no generally accepted benchmarks against which the
performance of individual services can be measured. Nonetheless, a commitment to
evaluation and review through regular analysis aédai¥eness in relation to user
requirements, and efficiency in comparison with other libraries will help underpin the
successful development of the service.

Before the service begins, library managers should make some provision for collecting
statisticsdentifying usage patterns to aid the dayday organisation and control

of the service, to provide a basis for identifying needed improvements and developing
forward plans, and to justify the benefits of the service to the funding agency. These should
include the four facets ofmeference that lend themselves to quantitative measurement,
providing the Performance Indicators that assist managers to evaluate their service:

1 outcome measurego review the quality of responses to enquiries;

1 user satisfacdn measuresto assess the effectiveness of the service;

1 process measureso evaluate the efficiency of the process;

1 economic measurego underpin the costing and cost effectiveness of the service.

However, any review of the quality of asreference service should not only take account of
guantitative Performance Indicators, but also consider how effectively policies and other
decisions are communicated to users as a way to reduce confusion throughout the process. It

is also important to put inlgce arrangements for regularly evaluating the overall service and

its components such as related information resources, supporting technology, marketing and
promotional activities, staff training programmes, the selection and use of external experts,

andt he arrangements for maintaining users® pr
further in Chapter 4.



2. Provision, operation and management of electronic library resources

The introduction of @eference services for distance learners (cgeddany remote users)
necessitates rethinking approaches to a variety of different aspects of reference and enquiry
service provision, not least the introduction of virtual reference interviews, online reference
services and the adoption of welased cont centre software and knowledgased

systems.

The incorporation of electronic resources into the library is an issue that has never been
without problems. However, the development-oéference services presents many new
challenges in terms of the pision, operation and management of services. It cannot be said
that as yet there is sufficient research evidence or consistency amongst those libraries offering
e-reference service to definitively identify best practice.

These guidelines offers an inthaction to the issues associated with the provision, operation
and management ofreference services, but acknowledge that there remain a number of key
issues which require to be explored further in order to achieve beneficial service provision.

There mg be said to be three key concepts from an operational perspective in the provision
of ereference services which must be considered at the outset:

1 the extent of website provision and content and its ease of use for remote users;

1 the definition of whathe characteristics of areference service are

1 the overcoming of technological barriers tereable both the service provision and the
user groups

The following checklist will help librarians think through the operational and managerial
issues relevarib the provision of @eference services:

Develop and articulate a service plan

Determine how to staff the service

Review what equipment, hardware and software would be required and at what cost
Consider what kind of bibliographic instruction will be pided and how it will be
delivered

Consider the riskssoftware stability; staff and user interest

Consider international aspects of registration (language differences and cultural
communication concerns)

Consider technical and licensing implications

Consder the potential for consortia and otheroperative agreements

Consider carefully issues surrounding the provision of historical and extensive statistical
data

1 Instigate ahigh e v e | l ink to the service off the I
1 Evaluate web psence for ease of use at a distance
1 Make provision for collecting statistics and evaluating services

= =4 E

= =4 -4

Provision

The web interface between the user and treference service is a particularly important
element in assuring that the service can be usedte#ly and successfully. It should:



Be user friendly

Be easy to navigate, with a standard structure and design throughout the site;
State how long users can expect to wait for a response to their inquiries;
Provide links to relevant internal and extdroaline resources;

Provide a link to the institution's general reference service policy and guidelines;
Provide information on other ways of contacting library staff.
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Other key areas essential to good practice in the provisiomedérence servicesdlude:

1 Topic-oriented research guides that provide overviews of major subject areas;

1 Core collection of evaluated, authoritative, corvect Internet resources;

1 Bibliographic instructiort online tutorials to help students develop their library and
research skills, based on reviewing patterns of questions;

1 Team of orcall reference librarians to providengail reference assistance.

New industries have developed which involve the provision of software and services that
enable organisations to deliverpenal assistance to remote customers or patrons. Examples
of such may be said to include systems such as €QairePersoff, WebLiné®, or LSSi**

Instant Messaging or Online Chat has become a popular format although still in its infancy.
The introdwetion of chat facilities can prove to be a low cost option for many students and
also provides students with an additional method of communicating with their peers and with
staff. The low cost is often particularly important in international distanceithggrbut that

may be the very environment where the potential uses of telecommunications are most
limited. Moreover, it is acknowledged that interactive chat cannot take users to information
and is not designed for higlolume questioranswering serviceand more lengthy

information enquiries.

The provision, operation and management of instant messaging have significant implications
for staffing. Those involved would require formalised training and extended practice. lItis
advisable to involve indiduals with an interest in / knowledge of virtual formats. Instant
messaging or online chat mechanisms can become repetitive and shift patterns need to be
monitored carefully.

Studies suggest that response accuracy using chat reference services ihaigfor in

library reference service, although answers often consist only of referral to one or more web
sites. Down time and lag time seem to influence perceptions of user satisfaction with the
overall encounter. There is therefore a need to rabesk, as well as average session length,
queuing time, and number of turns per session, so that quantitative measures can be compared
across services and questions.

Operation

Consideration must particularly be given to:

18 Available athttp://www.egain.comfAccessed 18 February 2004]
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1 Teaching students how to déwe effective keyword searches and advising them about
which databases to use and how to search them effectively

1 Templates for answers to enable responses to be customised for each individual

1 Document delivery at minimal cost for materials not availaldetednically

In terms of the operation ofreference services for distance learners one of the most
important primary steps must be to consider information literacy and the need for library (and
/ or bibliographic) instruction to enable users to asaedritically evaluate information.

Library instruction programmes will always be at their most effective if they are taken to the
user and take into account the variability of individual learning styles. Instruction
programmes for virtual distance lears have the advantages that many of the students are
already familiar with the types of technologies being used. This is discussed in detail in
Chapter 3.

The operation of remote reference services can sometimes cause isolation both in terms of
usersand in terms of the library staff working ofre&ference services. Technological
developments that tend to isolate patrons from library staff can also be employed to overcome
the difficulties inherent in supporting remote library users. For examplebassa tutorials,

video capture programmes, videoconferencing systems and desktop video systems and can
play a role in providing library instruction to remote users. However, caution needs to be
expressed about some of these techniques.

Technological isses affecting the operation ofreference services raise a number of issues
and concerns:

1 Video-conferencing is a tool is both expensive and complicated. In many cases the
provision of videeconferencing does not bring benefits teéerence servicebat
cannot be achieved in other ways using different technologies. It can also-be time
consuming and is not sufficiently inclusive as a technique (disadvantaging those without
the necessary hardnd software). In particular, video streaming and videirencing
may not be practical for many remote users because of technological restriction (e.g. the
absence of webcam facilities or because of the speed afplrmbdems or
telecommunications systems in some countries).

1 Many of the existing welbased corseware programmes are not well adapted foftone
one reference use. The link between pedagogical software and virtual reference software
needs to be fully explored before purchase decisions are made. Many technologies
present a limited ability to shacentent online, often with little or no provision for
knowledge bases, scripted chat messages and even the provision of simple (but very
necessary) features such as bawkrking.

1 Although email reference services may prove phenomenally popular andywiged,
they do not provide instantaneous responses (which are often what users expect). There
are potential problems with the conduct of any kind of meaningful or effectefrence
interview; although this can largely be overcome if thorough prepgratork is
undertaken prior to launching the service and reference interview templates are created.
With e-mail reference services, however, the burden of answering the question often falls
squarely on the shoulders of the librarian.



It is important tasshow professional courtesy and respect to all users, and not interject

personal value judgments about subject matter or the nature of the question into the

transaction. Communication with users should:

1 Use a neutral questioning interview technique, aodige users with accurate answers,
appropriate in length, level, and completeness;

Select and cite only from authoritative resources;
Provide accurate responses: check facts, validate URLS, and check spelling;

Avoid using jargon or acronyms;
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Provide a wk-structured written response which has a heading to indicate the originating
institution, and a closure that indicates who has provided the answer.

A number of these issues can be overcome by the adoption dfaseld contact centre
software which iglesigned expressly for answering questions and providing live, interactive
customer service on very higtaffic eecommerce sites. In this respect, libraries can learn
from organisations currently using such facilities. Contact centre software oftere $ctite
facility to develop buikin knowledge bases, the ability to include extensive customer
profiling, and system reporting and analysis tools. It may also include software such as VolP
(Voice over Internet Protocol) that enables the librarian andtad®ld a conversation over

the same internet connection. TWitual Reference Toolk{developed by LSSi) is

specifically designed software for libraries to makeference services quick, easy and
efficient, allowing librarians to provide remote @éefnce assistance to remote learners and
live, oneonone instruction.

The Library of Congress®"s Public Service Col

Computer Library Center in Dublin, Ohio, have launcegstionPoint? This is a

collaborative navork of reference librarians in the United States and elsewhere. The scheme

involves public, private, national and academic librari@sestionPoinbffers a number of

useful indicators on the provision, operation and managemerreférence servicedt sets

out to:

1 Respond to, track and manage reference questions from patrons via the web

1 Refer unanswered questions to other libraries in the library's cooperative as needed based
on availability and expertise

1 Refer stillunanswered questions to exprrsources through a global wbhsed network
in which an automated "request manager" routes questions from one library to another,
based on metadata about the question and predefined profiles of the collection, subject
and staff strengths of members loé thetwork, etc.

1 Provide libraries with tools to add simple links from any page in their library portal to
support a locally branded and customizable questsiing service including: welbased
submission forms,-enail-based interaction, and live chat tbeir patrons.

1 IntegrateQuestionPoins global reference network with alternative service providers the
library might be using to address their local needs.

1 Search a global knowledge base of previously asked and answered reference questions.

A numbe of other points that are essential to the operatioarefexence services may be
summarised in following way:

22 Available athttp://www.questionpoint.orgAccessed 19 February 2004]
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1 Creating a personalised environment should be a priority
1 Effective virtual reference services require a lot of publicity

It is important thaguality criteria accommodate the wide range of possibilities of various
services and their readiness to meet certain expectations. This is discussed in Chapter 4.

Trained information specialists are one of the most important aspects of refererme servi
provision and operation, and their training is discussed in Chapter 5.

In many cases effectivereference operations will be contingent upon the development of
new models to deal with staffing issues. In precisely the same way as distance learning
education has witnessed the creation and training of online tutors (who may be remote from
the institution and work only in the virtual environment), so toeference services may

result in the creation of online reference staff. The move to refererne bak meant there

is less of a need to have some staff physically within the building.

Some institutions may choose to take this even further by moving towards the concept of
,Subscribing® to Iibraries as etoleefthepghysicat ent | y
library as a warehouse for books staffed by professional angppafessional staff may

change, as a result of the wider introduction-oéference services and further outsourcing.

Management of e-reference services

Various malels for the efficient and effective @oing management ofreference services
currently exist. Six critical issues, particularly relevant to large institutions, include:

1 Integrating ereference service with existing reference provision. This regjtorbe done
by identifying the current gaps within the service; identifying the changing patterns of use
(something particularly significant with the expansion of distance learning education and
the widespread introduction of Virtual Learning Environmgniolicies may require to
be adapted or replaced in order to achieve this integration.

1 Allocation of dedicated resources whilst also retaining administrative authority and
budgetary flexibility. Resources also include staffing and the potentiabifaboration
outside the institution or organisation in question.

1 Securing organisational suppethis must include securing staff support, through
articulating clear goals. Evaluation is another essential tool in securing organisational
support. It nust demonstrate that the service provides an outstanding service to users and
that it is meeting a critical need, thus justifying the continued allocation of resources.

1 The development of a distributed service model integrating specialised subjecsexperti
The concepst op shep’, oae arcfaenaestervedis gat eway
becoming increasingly prevalent and has been recognised as a worthwhile approach. ltis
also important to integrate not only subject expertise but also a structuegefoal to
other sources, services and levels of expertise where appropriate. In terms of the
development of an integrated model, it is vital to set (and achieve) response objectives.



1 Staff training and development in order to facilitate an understgrd the software/IT
being used to support operations and the specific goals, policies and guidelines for the
service is also essential as a mechanism to ensure the quality of service provision.

{1 Targeting and serving disparate segments of the user ceityrrauparticularly important
within the academic sector and increasingly this has been reinforced with advances in
distance learning and the developments of Virtual Learning Environments. Full user
needs analysis is particularly significant for largelibse of remote students whose needs
should be clearly identified.

The management ofreference services is not restricted simply to the staff within the library.
Financial considerations mean that the parent organisation and its senior managers at an
institutional have a role to play. However, dayday management ofreference services
should recognise that:

1 Itis necessary to ensure there is continuous assessment of the resource requirements for
both traditional and digital library service andtlthis meets the needs of bothaampus
and distance learning students and that appropriate resources are both available and
utilized.

1 Itis important to prepare a written demographic profile of the distance learning students
and the wider distance leamg community which includes their information and skills
needs.

1 The development of a written statement of immediate and longer term aims and
objectives for both distance learning ance&erence services is essential. Part of this
should include the metials by which progress can be achieved and performance of
service can be measured.

1 Itis advisable to ensure participation of the distance learning community in the formation
of the objectives and the regular evaluation of their achievement.

Assessing th existing library support for distance learning, its availability, appropriateness,
and effectiveness, using qualitative, quantitative, and outcomes measurement devices, as well
as the written profile of needs all need to be considered. Examples ofrtbaseres include,

but are not limited to:

1 conducting general library knowledge surveys of beginning studeriffered at a mid
point in the students®" careers and again
program of instruction is producimgore informatioriterate students;

1 using evaluation checklists for librarian and tutorial instruction to gather feedback from

students, other librarians, and teaching faculty;

tracking student library use through student journal entries or informaeoacly diaries;

asking focus groups of students, faculty, staff, and alumni to comment on their

experiences using distance learning library services over a period of time;

1 employing assessment and evaluation by librarians from other institutions aneéfor oth
appropriate consultants, including those in communities where the institution has
concentrations of distance learners;

1 conducting reviews of specific library and information service areas and/or operations
which support distance learning library sergice

1 considering distance learning library services in the assessment strategies related to
institutional accreditation;
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1 comparing the library as a provider of distance learning library services with its peers
through self study efforts of the originatingsiitution.

In addition to the aspects mentioned above, it is necessary to ensure the participation of
administrators, library subject specialists, and teaching staff in the curriculum development
process and in course planning for distance learning toetisat appropriate library

resources and services are available.

The promotion of the service to the distance learning community can be done in a number of
ways. Firstly, identify named members of staff who can deal with the support issues (such as
menbership, password allocation and the like). Distance learning students resent being made
to feel isolated and dealing with named individuals helps to overcome this. It is likewise
essential to take regular surveys of distance learning library usersittonand assess both

the appropriateness of their use of services and resources and the degree to which needs are
being met and skills acquired. User profiling is also required in order to ensure that collection
development and acquisitions policies eeflthe profile of needs.

It is also essential to investigate the potential for network solutions with partner institutions
and to initiate dialogue leading to cooperative agreements and possible resource sharing with
other libraries and institutions. iBhfinal point is likely to be one of the most significant
developments in the future of the provision ak&rence services to distance learning
communities.



3. The development of relevant information seeking skills by distance
learners

The recent #orts, particularly in the industrialised countries, to ensure that all schools are
connected to the Internet will bring a new generation of library users with greater expectations
of remote access to library and information services, but it cannot betegghat they will
necessary be fully information literate. There will be a need for the library service to provide
support for them, often in the form of tools that they can also access remotely.

Clarity of Vision and Mission

The starting point foconsideration of the teaching and learning strategies which have to be
adopted when implementingreference support for distance learners is the mission and

vision of the institution. At no point must we lose sight of the fact that the service which is
being developed has, as its ultimate goal, the facilitation of objectives which contribute to the
overall mission of the institution.

In terms of support for distance learners it is likely that this will involve recognition of the

basic premise that Ifary services must meet the needs of users of the service irrespective of
where the users are located. Whilst this is a laudable aim the achievement of this requires
very careful articulation of goals and objectives which have to be sensitive to ttieafabe

needs and expectations of learners who are remote from the campus may differ from those of
onrcampus students. The goal should not be simply to replicate services which are currently
offered to support on campus students but to develop appeogtiategies to support the
educational development of all students.

Inevitably there will be a number of policies which arise because of a commonality of purpose
within a particular institution. However, it is important that in an educational emvaonin

which there is a marked shift in the both the student body and the method of delivery of the
curriculum that the information service-egaluates itself in the light of changes in the

learning environment. The service must anticipate and adtiespportunities offered by
distance learning and establish leadership and responsibility roles for staff who are involved
in supporting what is effectively a paradigm shift in terms of the definition of its user
community. An important part of that leadkip must be to promote and develop the role of

the library in provision of expertise to assist in learning rather than simply the resources to
facilitate the learning process.

Integration of library support in planning and designing the curriculum for distance
learning students

Librarians are uniquely qualified to provide the blended skills which are required to address

the challenges which are posed as users begin to grapple with the problems of making sense

of the increasing mass of electronic infotima which is at their disposal (or in some cases
tantalisingly just outwith their grasp). Specifically, with respect to users who are pursuing an
accredited course or are seeking to find and use information to achieve set educational
objectives, the litarian is often operating in the role of intermediary between the teachers or
academics who have designed the course and set specific tasks to test learning and the student
who is seeking to gather together a pool of useful information to accomplishkhértas

learning, close liaison between the teacher and the librarian is critically important and can not



only reduce the opportunity for misinterpretation of the specific requirements of the user but
may also assist in the process of anticipating thexpaginements.

It is, unfortunately, all too often the case that, in the planning of changes in the curriculum,
the information service is consulted at a fairly late stage. It is vitally important when
considering distance learning provision that thealjpishould be practive in seeking to be
involved from the outset and that there is a shared awareness of the support required for off
campus studentsboth in terms of additional physical resources which may need to be
provided for such students (e.ggitised readings, external access to datasets and databases,
and clear guidance on how to access the physical resources which may be provided) and also
in terms of the advice and guidance which such students may require to help them to gain
access to infanation resources and develop skills to enable the independent access to and
evaluation of relevant information. In terms of provision-oéference support it is the latter
consideration which is more important.

Best practice in course developmenrfoisthe librarian to work fully with the academic
department which is offering a particular course and as a minimum contribution have an input
to the course by providing some form of virtual induction and support for distance learners in
order to introdue them to the library service and raise awareness of services which are
available. Ideally the library should be in the position where it takes part in formal teaching
and assessment which contributes tibrary he st ud
staff who are responsible for providing such support should be familiar with the structure of
each course which has to be provided and this should include a detailed knowledge of the
course aims, learning outcomes and assessment methods. Thighaetdrese must be an
awareness of the educational imperative to engender critical thinking and reflection which
builds on the existing knowledge students and extends their development of key transferable
skills. There must be an awareness of assessmethbds for both individual and

collaborative work which can accurately measure the development of these skills.

Generally the librarian is not operating at a level which involves full responsibility for

teaching and summatively assessing informationlsdk s as an i ntegr al par
programme of study. Wherel@arners are seeking advice on assessment, the mechanism for
referral to academics for support should be clearly established and there should be no

confusion between the support roleyided by academic tutor and the librarian.

A consequence of moves towards making quality enhancement and quality management much
more explicit within education has been that the documentation to support course
development and delivery is much moreailetl and accessible. Access to this material
facilitates the planning of support activities, and the course development team should be
encouraged to provide it to the information service staff who will support the course. Whilst
most institutions haverpcedures to inform the library of new and developing courses they
are seldom rigorously adhered to. This problem is compounded because conversion of
courses to distance learning mode may not entail the same route for approval and validation
which apply 6 new course developments, and the librarian must be alert to the specific
mechanisms within their own institution whereby initial developments in distance learning
provision are initiated.

Much of the discussion above has been concerned with highetieduddowever, e
reference support can also be valuable in supporting learners at school level. There is still
scope for librarians to become more involved in the detailed planning of the currieulum



particularly with respect to supporting changes actrriculum which are concerned with
enhancing aspects of information searching and support for project work. Involvement may
depend on decisions about school library provision taken at a national level. At local level,
school librarians must be proaetiin putting forward plans within their own institutions

which demonstrate the contribution which the library service can make to delivery of the
skills required for independent learning and resource discovery. Again the aim should be to
demonstrate thmtegration of library support in teaching, and practical collaboration between
teachers and library staff to perform a dual functi@hirect instruction of the students and
instructional support for teaching staff on the potential offered by electesoarnces.
Understanding the curriculum and in particular the scheduling of project work on which
students are likely to be engaged feeds into the planning process and facilitates anticipation of
likely queries by the librarians who are involved in opagathe ereference service.

B r o p’hexHorgation to the library community made in 1997 is still valid today;

,Librarians need to redouble their efforts to understand the educational momentum behind
off-campus developments and to develop closer reldtipasvith those who are designing
and delivering such coursesb®o

Establishing who the user community is and what services are being offered

The closer integration of information services in development and delivery of the curriculum

is important in addregsy another of the debates which often arises when examining the
literature dealing with-eeference services. This issue surrounds problems associated with
anonymity of users and the dilemma posed by queries which are very obvied&guilsed

(or sometimes quite open) requests for librarians to complete a student assignment. Whilst the
issue of control over who may use the service may present an ethical dilemma to some
librarians, it is clearly important that some form of mechanism is requiretstoesthat it is

possible to identify the originator of a particular query or at least to a be able to categorise
queries within a broad user community identified by particular user characteristics.

This is important both from the point of view of agsigtthe librarian to contextualise the

enquiry and also, more pragmatically, to ensure that given the inevitable need imposed by
budgetary restrictions to concentrate on the primary audience for which the service is intended
(almost invariably identified h respect to the main sources of funding for the service)
authorised users of the service are given priority.

Thus, careful attention must be given to the design of the first stage of the interface with the e
reference service in order to ensure thatl&@arner provides a succinct description which

allows the librarian to quickly establish eligibility to use the service and the level at which the
request for information has been framed. This is true of approachesfeyence services

which rely on email or web based forms to initiate an enquiry or to chat based services and,
in the case of the latter, a formal protocol should ideally be established and implemented as
the first step when engaging in a dialogue with a user of the service.

% Brophy, P. (1997) Off campus library services: a model for the fufiiie.Jairnal of Library Services for
Distance Education1 (1) Available at URL: http://www.westga.edu/~library/jlsde/ [Accessed 19th February
2004]



It should és0 be noted in this context that it is important (given the complex legislative

framework associated with this) to ensure that users are informed of any data being gathered
about them as individuals. Thus a strategically placed privacy statement mustided to

inform them of what information is retained and how it will be used. In terms of adopting
appropriate strategies to respond to the request the minimum amount of information required

to identify the | ear ner "specificonaduls g topctbeingt udy , |
studied should suffice to help establish the educational context of the enquiry.

The initial interface with the user must also clearly indicate the level of service which can be
provided and alternative avenues for dealiidn commonly recurring queries which are best
addressed elsewhere (e.g. issues related to course administration or specific queries related to
academic content which may have been provided by academic or teaching staff). Also, some
potential questions ay require lengthy research such as compilation of bibliographies or
investigative research to establish or verify facts which require expert opinion to determine

the relative value of competing theories. Within the initial dialogue with the user thete mu

be a way of providing succinct but explicit guidelines on the nature of the questions which

can reasonably be answered.

I f there are restrictions, then it is vitall
librarian can then concentrate e real issues which concern the process of eliciting a
concise statement of the user®s information

Educational principles supporting a model for delivering e-reference services

»The instructional role ofeference librarians will become even more important in the
future, with an increased need for formal information literacy instruction, more time
required for detailed onen-one pointof-use instruction, and the challenges of taking
high quality instructio t o r effot e userso

An important starting point when considering the interaction between librarian and distance
learners to note that the dialogue should be framed in the context of an overall aim to support
the educational development of the learnérs hot peculiar to digital reference services but

the increasing application ofreferences services has highlighted the fact that an important
role of the librarian is to educate the user to interact effectively with a range of information
sources andervices. The ability of the end user to engage easily in the procedure of
searching for information through ,intuitive
web has, paradoxically, strengthened rather than diminished the role of theribraria
information officer as an intermediary. Thus, in the context of operatingeference

service for distance learners there is an inherent need to see the role of the librarian as
educator and to approach the process as a learning situation.eihigish case it is

important that librarians and information officers are acquainted with educational theory in
general and in particular the manner in which educational theory is implemented in practice
within the curricula which are being supported.

In terms of the debate on whether the role of the information service is to provide answers to
specific questions or to direct the user to finding the information which provides this answer
the position when dealing with support for learners is quite clearrent educational theory

4 Tenopir, C. (1999) Electronic reference and reference librarians: a look through theRf@6snce Servs
Review 27 (3), pp. 27&€79.



clearly supports the use of cognitivist principles and strategies for developing a situation in
which the learner is given full opportunity to consider the information and draw conclusions
based on independent examination adibdeation on this. Indeed in modern educational
theory constructivism goes beyond this and asserts that to a large extent learning has to be
entirely self constructed.

At the institutional level, and indeed at the level of individual courses, the marnwmleich
educational principles are applied can vary enormously. As has already been noted, the
librarian must be conversant with the content and expected learning outcomes of the
curriculum but they must also be familiar with the manner in which dglivethese learning
outcomes is supported.

A knowledge of the learning outcomes which students are expected to achieve and the means
of testing these through formal assessment will inform the librarian on how to deal with
specific queries. Assistanceimerpretation of queries is enhanced greatly if the librarian is
familiar with the material and circumstances which have given rise to the query.

The interaction will also be informed by a general awareness of educational themes which are
currently infeoming educational practice notably the importance of developing independent
learning, development of transferable skills (in particular within the context of information
literacy) and inculcating a culture of lifelong learning.

The key role of developing information competencies
Much of the literature which deals with the future reference environment stresses the vital role
of teaching effective information literacy skills, some indeed going so far as to contend that it

is success in this area which willean effective professional survival.

Rader quotes Quinn who comments,

6Making information available is not enough.

Personalized attention, training, and after service responsiveness are now competitive
requirenents. Using communication and information technologies to make people more
information |iter&te is a viable approach. d

It is during the reference interview that the librarian is best placed to be able to determine the

i nf ormati on s lequirements forgtraimng whach rmeedttonbe pravided in order

to ensure that the user can make effective use of information provided or extrapolate from that
information to find other relevant material.

Educationalists have long recognised and valuedthbeammn t ance of ,si tuated

providing learning within the actual environment and context in which the learner is seeking

to develop or apply skills to solve a real life problem. One of the values of electronic
reference servicesisthatincreasgl vy t he setting for problem
much similar to that encountered when using remote reference services i.e. increasingly in the

% Quinn, K.T. (1991) Information Literacy in the workplace: education/training consideratiohgormation
Literacy: learning how to learnEdited by Jana Varlejs. Jefferson. N.C., U.S.A.: McFarland, 1991. p.18djuo
in: Rader. H. (2000) Information Literacy in the reference environment: preparing for the fllher&eference
Librarian, 71, pp. 2533.
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workplace environment users are having to deal with using online support and web based
referene services to ask questions at the point of need in order to solve practical problems.
This is therefore an ideal environment in which to nurture and support a range of information
competencies not only information literacy but also communication arfdrimation

technology literacies.

There is obviously a conflict which arises out of what has been said above. The user may be
concerned, in some cases, simply to gain a rapid response to a specific query rather than
engage in discussion and explanatsrto how to develop autonomous skills in finding and
using information. This may wel |l -obreeedmpoun
may well coincide with an urgent impending deadline for completion of assessments. In
addition, research Bashown that in general there is an expectation among users that they will
receive an instant response or an answer to their enquiries in a very sharoturd period.

The librarian or information officer must exercise careful judgement on how téehand

particular cases, but generally the opportunity should be used to do more than simply provide
information. As a minimum, however, even the most basic response to an information
enquiry needs to supplemented by information to ensure that the usertkeovasious

caveats which apply concerning the reliability of web based resources (which do not have the
same guaranteed authority established for many print based works).

There is also a potential workload issue concerned with provision of individiialize

instruction, and it should be emphasized that it is not suggestedréfatence support

should be seen as a replacement for traditional user instruction programmes. What is
important, however, is that in the digital environment reference servicesfandation

skills instruction need to become integrated to offer library users and information seekers the
most convenient and supportive learning environment.

The importance of this aspect of the student learning experience is increasingly being seen
benchmark standards for assessing the quality of educational provision. These are discussed
in Chapter 4.

The attitudes and aptitudes of a good educator

As well as an understanding of the principles and theories which underpin education it is also
important that librarians who are involved in providing educational support threugh e
reference services should exhibit the qualities which one would expect in a good teacher
notably a desire to share information, to be confident in using a variegirohyy methods to

instil confidence in learners, a capacity to communicate clearly and react appropriately to
questions posed by the learner. In addition, the librarian as teacher must be open to adopting
new methods and keeping abreast of an increaaimge of materials which form the basis of

their own domain of subject expertise.

In this respect published behavioural guidelines for reference services (e.g. the RUSA
guideline®®) although designed for face to face interaction are just as impor@mbinline
environment. Itis essential to design an interface, which as far as possible, allows the user to
feel that their efforts are being directly put in to actions which help the query to be answered
rather than becoming bogged down in the bureayarhthe process.

®ALA"s Reference and User Services Association. Av ai
http://www.ala.org/ala/rusa/rusaprotools/referenceguide/Default227Aaressed 19th February 2004]
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It is also important to note that all of the issues surrounding cultural sensitivity, and equality
of treatment of students with disabilities and special needs are just as applicable to behaviour
which is demonstrated in ade&arning @vironment.

Most important of all in a teaching situation is the need to understand the needs and
expectations of learners. For librarians as well as academics involved with this group of
students this means demonstrating an appreciation of the @otssarad frustrations which

are inherent in distance learning. Distance education always runs the risk of engendering a
feeling of isolation and frustration in the learner and thus interactions with the learner need to
be carefully managed to ensure tthety appreciate the fact that the problems and issues they
are facing are not unique.

The communication medium and its effect

Online distance learning is a relatively new phenomenon in education and has not yet
received the attention which it requiiegerms of basic research on the ideal models and
procedures which should be adopted to ensure that students are supported in this particular
learning environment. Nor do we yet know in any great detail the perceptions and affective
issues which conceuistance learning students. There is a body of work on how they
interact with the learning material and with academic staff but very little on how they interact
with support staff and services. Experience in delivery of distance learning, however,
demorstrates that these will have a marked impact on the quality of the learning experience
and on student perception of the overall value of the courses on which they enrol. However,
we can use the limited experience which has been reported in the litaraduragment this

with some general principles derived from research into CSCW (Computer Supported
Collaborative Working) environments and in the increasing number of publications which
deal with development and delivery of distance learning from the pbuiew of academic

staff to derive some general guidelines.

The most important point to understand when workingirieference is that the

communication medium itself changes the manner in which an educational dialogue with the

user can be facilitatedt has already been noted that a featurerobé communication is

that there is a tendency towards expecting ,
also more terse and often less polite and more demanding.

The | ack ofe", baonddy e yaen gcucangt act i s often seen
is important not to oveemphasize the problem. The loss of faeéace communication can

be seen in one respect as a serious problem when considering the traditional reference enqui
process. Librarians need to appreciate the higher user expectations which are challenging the
,basic | evel of service®™ and be careful to e
communicated to the end user and to academic staff supgrstadents.

It is important to note that this can be moderated to a large extent by taking advantage of
some of the other aspects and potentials for communication within an online environment. In
particular there should always be some facility foruker or the librarian to switch to a

different approach if any particular communications medium is proving problematic. A
number of research studies point up the frequent need for users to follemaip e
communications by telephone (where this is tda$i



The impact of different media in an education environment has always been the subject of
considerable debate. There is no real consensus on the issue of appropriate use of particular
media types to achieve specific objectives. What is not aidgatthat using a variety of

different media and communication channels to support transfer of knowledge or learning is
beneficial as the user can self select the most appropriate mode of instruction.

The ideal of accurate and authoritative interfacenfa single computer interface is still not a
reality and the need for intermediaries to direct and control a search across a number of
different systems is still the norm for complex queries. Thus rather than seeing the delivery of
e-reference servicesdeing email, webbased or chabased it is more profitable to develop

a service which incorporates the appropriate use of all approaches.

Integration of e-reference with other on-line and off-line services

In any educational setting, the size and diitg of the group to be taught are bound to have

an impact on what is possible and the methods which need to be used to achieve optimum
results. It is apparent from the literature on the subject that the use of electronic resources and
specifically theinintegration into eeference services and user training have increased staff

time spent in supporting a range of information seeking needs. Some of these needs may be
simple requests for technical support to use online resources but some are moe& eochpl

are related to the need for assistance in information search strategies or in filtering and
evaluating information which has been identified. In order to deal efficiently with this

increase in service demand theeéerence enquiries need to beegatrised and appropriate

types of support identified for different categories. Some types of enquiry may require simple
referral to standard information provided on the web.

The ability to use the resources and capabilities of the web to providey deatihing and

training materials has been apparent for many years now and the integration of such facilities
should be explored when considering how best to support the multiplicity of enquiries which
can arise from a diverse user group.

That this musbe done is very much supported by the view that while the demand for ready
reference support is likely to decrease in reference work (because users are increasingly
finding that they can independently find the answer to simple questions by using the web)
there will be an increasing demand on the reference librarians to deal with more complex
guestions, support the verification of information, or use their expertise to deal efficiently
with the appropriate referral of information.

Library web pages (includg those designed to help the development of information skills)

are very important in providing a focal point for providing supporting information. Research
into archived queries fromrmeference services in fact supports the view that the majority of
gueries can be answered easily from library web sites or links from the site. This is an area in
which there is scope for collaboration and a brief trawl of the web demonstrates the breadth of
coverage of sites which deal with specific subject guidancefer géneral tutorials to

support information seeking. The important point here is that, given the wealth of material
available, it is sometimes tempting for the library simply to provide a list of these. Itis much
better practice to provide an explanatwhich briefly describes the linked resource and when

it is appropriate to use it. If there are several resources which perform the same function then
it is more important to be selective rather than comprehensive as the objective is to educate
the use not to present an exhaustive bibliography of web resources. (It should be noted that



this comment applies equally to links to services such as search entiees should be

some form of brief explanation which covers the circumstances in whichytarsearch

engines should be selected). Librarians thus need to take a proactive role in assessing tutorial
learning packages and categorising these according to the needs of different subject
communities and according to the level of expertise reqtirede them. Ideally such

packages should have clearly defined learning objectives and, if this is not the case, the library
as intermediary should provide this as part of theference service.

Links to other services and collaborative arrangemnfentsroviding support for an enquiry if

it cannot be provided within the constraints of the service being offered are important but care
must be taken when implementing external links to ensure that the user is aware that this is a
service offered outwitkhe library itself. (This type of referral may either be because of
eligibility restrictions pertaining to the user or because of lack of subject specific expertise or
materials held within the library providing the service).

If the policy is to perntidistance learners to have access to document delivery services, this
needs to be very clearly defined. Any restrictions or costs must be clearly stated. The
objective of the service should be to ensure that heightened expectation in respect of resource
provision is backed up by the capacity to deliver.

FAQs should be compiled as part of an ongoing review of the types of questions being asked
and should be an integral part of a document control process which tracks the activity of the e
reference sé¢. Chat and-enail are not an efficient way to deal with repetitive queries. It

should be noted that this aspect of the provision is not only of benefit to users but can be
important as a learning tool for staff who have to provide the service andhénasriust also

be a clear mechanism in place to ensure that staff are conversant with the organisation and
content of all of the support materials provided to facilitate the enquiry process. This may be
supported by the implementation of customer relatsoftware (with a dedicated knowledge
base to support compilation and updating of frequently asked question, control features to
capture answers and-vse them and customer profiling to ensure appropriate targeting of
automatic responses). More typigathis is a role which must be manually controlled by the
librarians involved in delivering thereference service.

Ongoing monitoring of queries should be undertaken with a view to changing the mechanism

for dealing with these. Thus for example,iftnasi s f i nds t hat routine
commonly relate to passwords (a frequent cause of difficultyiéaming environments) it is

more profitable to deal with this issues through selective filtering and automatic response

rather than continungpo deal with these using a ,standar
deal with a range of general enquiries. Establishing the enquiry context is thus of critical
importance in developing an efficienteference service as it can potentially segregate

routine enquiries which require a simple response from those which require interaction.

Use of more advanced technologies such as expert systems and fully automated decision
support systems are experimental and the technologies have not yet been dhitetgrate

reference functions. It should be noted, however, that promising developments in this area are
reported in the literature. Partially automated decision support systems have been used to
assist with routine enquiries. A good example of a systhioh provides decision support

for routine queries iQuestion Mastet’ Using this system the user is provided with a series

27 Available at http://skipper.gseis.ucla.edu/faculty/jrichardson/html/FirstQUEST/ [AccesSdekheuary 2004



of web pages which assist in the selection of relevant print and electronic resources for a
particular query. In addition it skild be noted that some systems, sucBRAL— Online

Personal Academic Librarid(developed in the UK by the Open University in collaboration

with Birkbeck College in London and the University of Leicester Distance Learning Unit), are
seekingtodeveloan , arti fici al l' i brarian®, which wil
will provide responses to complex technical questions which users may poserefereece

service.

From the perspective of training and education it would appear thaigtss@pe for linking
developments in-eeference services with intelligent tutoring systems but the implementation
of web enabled ITS is currently experimental. More common (and particularly in connection
with assistance with technology problems) isapglication of tools developed to support
commercial help desk support functions. Libraries which have recently begun to experiment
using web based contact centre software report that this is a promising avenue for supporting
e-reference services and thest of these technologies allow for enhanced interaction with the
user which is essential to support distance education.

Whilst the blending of techniques derived from research in information retrieval, knowledge
engineering and natural language processinay eventually prove beneficial in assisting
automated responses to queries in the current educational setting in which we are considering
their implementation the situation mirrors very closely the current situation with respect to
delivering educatiogenerally. That is, the need for a human intermediary is still essential

but we need to consider the way in which technology can be used to assist in delivery even if
it cannot replace it. Whilst there is increasing use of high end technologies sutehaative

video conferencing and use of interactive video in web based platforms such as®éeliCT
Blackboard to support learning at the desktop it has to be recognised that currently such
technologies may be too expensive to be widely applied andeaticsuited to eeference

services.

The most important of the standard technologies which should be implemented if the e

reference services are to provide a credible training function is the ability to assist users by
walking inquirers through particula@iatabases or applications. For assistance with technical
gueries consideration should be made to implement software which incorporatesvsing

and escort capabilities. This ideally provi
guide tke user through a particular application or database search. In addition Voice over
Internet Protocols (VolPs) could be implemented to allow the librarian to conduct a

conversation over the same Internet connection. All of these solutions are at tloé hear
tackling the issue of integratingree f er ence into a | earner®s ove
are important because communication and interaction is at the heart of all learning. One of the
most prominent models of the learning process indeesksgahis and, just as academics

have to guard against using distance learning as a platform for simply pushing content out to
learners, librarians have to guard against usirgference as simply a vehicle for pushing out
,answer s”

Finally, the desigmf the web site needs to be carefully considered with the needs of the
distance learners in mind, rather than simply adding some options for distance learners on to
the existing web site. Flexible web site design that pays attention to the needswdehéss

%8 Available at http://library.open.ac.uk/aboutus/opal/ [Access&tFEBruary 2004]
29 Available at http://www.webct.com/ [Accessed"Bebruary 2004]
% Available at http://www.blackboard.com/ [Accessed' Egbruary 2004]



is required. Prominent attention needs to be given to resources such as electronic full texts for
which the library has negotiated appropriate licences and it is a relatively easy matter to
ensure that these are linked to the appropriate studkatts in order to allow quick

identification by students who will almost certainly see these as one of the key sources of
information to support their studies.

The challenge in making use of additional materials to materials to supplement direct support
provided in teaching interactions is exactly comparable with the problems experienced by
academics in making learners aware of those support materials and encouraging them to use
them as appropriate.

Staff training in pedagogy

Staff obviously need tbe trained in a broad spectrum of reference tools but, with specific
regard to teaching and learning, it is important to bear in mind that they should also be skilled
in the manner in which to convey effectively to the end user when such tools are appropri
and how to develop the skills to use them independently

The common problem reported in this is very much related to time to allow for adequate
training in user education and in the practical aspects of supporting remote users. As with
many other ar&s of activity there tends to be a presumption that the automation of a particular
task or procedure only impacts on the person who has to work within the new environment in
terms of that person having to gain the requisite skills to function effectivitive

technology. Obviously, as the complexity of the technology increases the need for staff
training on software becomes a more important priority. However, there is in fact a much
more complex dimension to training and supporting librarians who avengnfrom a

traditional service towards providing some form of electronic reference support. It should be
noted that whilst many libraries are experimenting with the use if chat technology there is a
training gap which must be filled to provide thoseoined with skills on conducting an

effective reference interview in this environment particularly if the objective is to use chat
services as the primary means of dealing with enquiries from distance learners.

Inevitably in the reference interview thesea need to balance the use of open and close
questioning of enquirer and this is akin to approaches taken in education to elicit information
about the I imits of a student®“s knowl edge an
this. This is partularly important when trying to encourage the student to engage in

independent action with information resources. Research has shown that a feature of
reference interviews conducted during chat sessions is that there is a tendency to take longer
to read the real question because of the tendency to drop natural speech and the need to await
a response. Because of the delays in the interchange of question and response there can be a
tendency for the librarian to drop open questions in order to minihigseddlay caused by

response times. This obviously militates against the reference interview forming the basis for

a training or educational experience for the end user.

There is also a skill to be learned in terms of chat etiquette. One of the kentslame

working in any reference environment relates to the need to exhibit good writing skills and to
provide an organised and logical response concisely. However, recent research has noted that
in transcripts of @eference sessions there is a tendensybwert the normal sequence of

guestion then response which characterises a logical structure for a conversation in an attempt
to speed up the communication. Training in communications skills and also in



communications etiquette and the legal and etlissales to which any information provider
IS exposed when operating anegerence service should now be a compulsory element in
training programmes for reference services.

Evaluation of e-reference services in an educational context

One of the least umdstood features ofeference services is the manner in which they

should be evaluated. Evaluation questions must be fitted around the objectives of the service
being offered and thus if the aim is to find out about the impact on learning then th&imhpor
questions must address the issue of whether there has been benefit you in terms of enhancing
the student learning experience. Thus typical questions for example seek to find out from the
student:

1 Did this provide a benefit for you in terms of allowy you to operate independently and
perform a task or function which you could not otherwise have done?

71 Did the service provide a change in your perception of the value of finding and evaluating
information as a skill to enhance your learning?

1 Did theservice change your attitudes towards the research process?

In addition the evaluation must incorporate an assessment of individual differences and the
affective and attitudinal factors which may have had an impact on the evaluation process.

The wholearea of evaluation of education is extremely complex and whilst such questions
may be difficult to frame, and the responses difficult to interpret, it is important that if we are
attempting to evaluatereference services in an educational context thenhrust of the
evaluation has to examine the impact on learning rather than simply measure the extent of
activity generated by providing the service.



4. Quality Standards for e-reference services for distance learners

Evaluation must be integratedarthe library's operations and built into the implementation

of any new service. The identification of quality standards{@ference for distance

learners is central to the evaluation and development of the service. However, a significant
problem séms from the lack of a common definition of what repressuntsessndquality in
e-reference services.

While interest in geference is strong, progress is hampered by a lack of economic models,
strong evaluative research and a lack of user input inidgfquality standards. There is as
yet an unmet need for quality criteria for various library types (including academic) and for
the various approaches taeference services-fmail, instant messaging, chat, CRM and so
on) as well as for assessing toée of reference services as a whole within particular
organisations.

The Virtual Reference Desk Expert Pfarmel i n
reference services for all audiences including academic ones. These facets are iateade
viewed as the standards which organisations should strive to attain. They are divided into two
main categories: user transaction, and service development or management. User transaction
includes those components that occur during the questisvering process i.e. accessibility,
prompt turnaround, clear response policy, interaction and instruction. Service development or
management involves decisions in creating and maintaining the service that affect the overall
quality and user satisfactiongeuse of authoritative, trained experts; provision of access to
related information; and effective publicity. Each facet is presented at three different levels:

1 Base (representing the minimum acceptable level)
1 Current practice
1 Goal (representing theedired objective)

Such an approach, using tiered objectives to represent service development outcomes, is
useful in terms of identifying goals, sustaining quality enhancement and measuring
performance indicators.

Methods of evaluation

Evaluation of ereference services must look beyond simple numerical or statistical analysis

of the number questions received and answers given. Such basic methods of evaluation often
conspicuously fail to examine major issues such as the ease with which the response is
provided, the staff time and cost incurred in providing a response and the levels of user
satisfaction (or otherwise). Attention should also be paid to user demographics, frequency
and type of use, costs and how to track them over time, and the efferetfefence services

on the organisation and its staff. Such data must be measured against benchmarks in order to
be useful.

Quantitative measures are probably the most widely used approach to assessing electronic
reference services. Traditional resear@thods (including surveys, questionnaires,
observation, interviews and case studies) can be used effectively when evaluating reference

%1 Updated version, June 2003, availablatgp://www.vrd.org/facetd 0-00.shtml [Accessed 19 February
2004]
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services in the electronic environment. Other methods ardensfit analysis, usability

studies, web log statistiealysis. The most widely used methodologies to date are case
studies, focus groups, individual interviews and surveys. Techniques and approaches must be
considered when deciding upon methods of evaluation.

Surveys and Questionnaires

Although usefumechanisms for data collection, they do present technical problems such as

the potential for bias, low response rates, questionable validity. Additionally, in the electronic
environment, there are issues totemetsuecveynsi der
forms. However, given that many distance learning programmes are now supported by either

full Virtual Learning Environments or plain websites, and the prevalence of course and

module evaluation such online survey forms should not preségrificeint problem and can

result in easily collected data returns.

Observation

Such techniques can examine information @aference transactions, covering content
analysis of questions, issues of user privacy and the analysis of library web sites.
Observational methods are useful for testing the effectiveness of different types of reference
sources and for determining the difficulty that users encounter with online reference tools.
However, in the context of distance learning, observational teclsnayeeby their very

nature, restricted to examining the role of the information professional rather than the
enquirer. Other techniques need to be combined in order to examine the latter.

Interviews

There are difficulties in reaching users but, asrietdgies develop, more use could be made
of online focus groups (utilizing reéime chat technologies). However, these are still
problematic in technological terms.

Case Studies

Case studies offggreat potential to improve our understanding of theiuof e-reference
services, the effectiveness of such services and the combination of methods best suited to
evaluate them. However, much of the evidence from case studies reported to date remains
anecdotal, and they often fail to address issues froavaluative perspective.

Electronic data gathering methods

Libraries may use more advanced technological solutions for data gathering, such as the
introduction of weblogs, the adoption of log server analysis software, and/or URL analysis.
Web usageralysis, location of users, portions of site accessed, number of documents
downloaded and errors encountered by users can all be analysed in this way to obtain valuable
data indicating the performance of the service.

Criteria for evaluation

To evaluate aervice, it is necessary to gauge the quality of what is being offered as well as
the quantity.

The evaluation of-eeference services is widely acknowledged to be an toelerloped area.
While there is considerable activity in terms of conceptualyara) relatively little appears in
the form of practical work on the ground. There is disagreement on the most effective means
by which evaluation can be undertaken, with some considering that techniques for evaluation



of ereference services can be bovad from traditional reference services whilst others

consider that only the creation of new criteria will suffice.

One approach to quality assessment foeference has suggested that it can be divided into a

number of measurement components, concémgran four main areas:

1 Outcome measures (quality of answers): accuracy of responses, appropriateness to user
audience, opportunities for interactivity, instructiveness, and impacts resulting from the e

reference process.
1 Process measures (effectivenasd efficiency of process): service accessibility,
timeliness of response, clarity of service procedures, service extensiveness (percentage of

guestions answered), staff training and review, service review and evaluation, privacy of

user information, useawareness (publicity).

1 Economic measures (costing and cost effectivenessaféeence): the cost to conduct an

e-reference session, infrastructure needed to support quaéference services, and

impact of these costs on other library expenditures.
1 User satisfaction (degree to which users engagedefeesnce services are satisfied with
the process and the results): satisfaction indicators can include accuracy, timeliness,

behaviour of the staff, technical considerations, physical facilities, thedso

Before meaningful evaluation ofreference services can be carried out, it is necessary to look

more holistically at service provision. The importance that understanding audiences,
appropriately using technology, and working cooperatively caa fa libraries in e
reference highlights a number of key areas:

1 Library values- There can be said to be eight principal values or concepts of

librarianship, namely, stewardship, service, intellectual freedom, rationalism, literacy and

learning, equityof access to recorded knowledge and information, privacy and
democracy.
1 User needsgoals for ereference must link to target audience and the context and

conditions of those using arreference service. There is, for example, a very strong

need to deelop a technology profile about target patrons.
71 Library issues

U E-reference workflow e.g. question assignment, fulfilment, question management,

archiving

U Co-operation (internal, informal, formal, affinity or subject led and anonymous based
on expertise oavailability); there is a need to plan and develop technology with an
understanding of the levels of-operation in mind.

U Technical standards for interoperability and service quality standards and best

practices.

Novotny (2001) brings together evaluaticriteria from a range of sources into a convenient

table* To his version can be*®added McClure*®
Ferguson and RUSA Electronic | RUSA McClure and Serqvual McClure (2002)
Bunge Information Behavioural Lapota

Guidelines Guidelines

32Novotny, E. 2001. Evaluating electronic reference services: issues, approachéeaadlitre Reference

Librarian, (74):103120.

33McClure, C. R.; Lankes, R. D.; Gross, M., and Chelbsvlin, B. 2002. Statistics, measures and quality

standards for assessing digital reference library services: guidelines and proce@yrexuse, N.Y U.S.A.:
ERIC Clearinghouse on Information & Technology
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Access Response time Approachability | Extensiveness Reliability Courtesy of staff
Equity Accessibility/ Interest Efficiency Assurance Accuracy of
convenience answer
Personalized Listening / Effectiveness Empathy
service Value enquiring User satisfaction
Service Quality Responsiveness | with service
Effectiveness in | Involves patron in
meeting needs search Impact Tangibles Rate of repeat
users
Effectiveness in | Follow-ups Usefulness

Awareness that
service exists

anticipating needs
Cost per digital
transaction
Completion time
Accessibility

Role of
technology

Taken collectively, this table presents perhaps the best current outline of evaluation criteria.

There is also a need to examine various examples of web site rankings and ratings. Diaz

(1999) takes this approach and notes the need to identify:

1 The ranker's identity, authority and purpose as a key to evaluating and trusting the sites
that evaluate (although this may be argued imposes a very subjective element to the
evaluation process)

1 Popuarity

71 Clear selection criteria

1 Clear rating criterid

In addition, it is important to confirm that behavioural characteristics which are established by

application of guidelines for interaction are supported by the adoption of appropriately

designed daements to support the administration of the service. The interaction between the

librarian and end user should be centred and focussed around responding to the user need as

quickly as possible and procedural issues need to be kept to a minimum. THnicidgyly

important in the initial stages of interaction. Researchers who have examined transcripts from

a number of geference interactions consistently report an inordinate amount of time being

spent in simple identification and validation issueleathan quickly getting to the heart of

the enquiry. This points to the need to assess whether there are:

1 Obvious and clear instructions on the basics of using the service

1 Clear definition of eligibility to use the service

9 Clear indications of the lintations of the service

1 User friendly templates to allow users to engage in recording their enquiry (if the service
requires that this should be recorded).

Development of standards

Standards are a touchstone for planning and desigsiefgence servicesThe design of
standards should be part of the planning process, as individual libraries construct their own

% Diaz, K. R. 1999. The best of the best: ranking and rating digital reference resBefessnce & User
Services Quarterly39(1):1721.



policies and guidelines, defining what the service will do, deciding what user needs will be

met, and figuring out how thereference service Wioperate in the context of other modes of
reference assistance available at the library (reference desk, telephone, office consultations,
etc. Amongst other things, the role of standards can be said to be as an aid to planning service
provision and evalation, ensuring quality reference assistance, underpinning staff training,

and identifying the role and scope of consortia.

A particularly important aspect of quality measures, but sometimes one which is overlooked,
is the need to ensure a level ofamhation literacy amongst the student body. Information
literacy is dealt with in Chapter Three. However, it is useful to mention here five
requirements that are the key outcomes of support for developing information literacy, namely
that the user shoulok able to:

9 Determine the nature and extent of information needed

1 Access the needed information effectively and efficiently

1 Evaluate information and its sources critically and incorporate selected information into
one's knowledge base

Use information efctively to accomplish a specific purpose

Understand many of the economic, legal and social issues surrounding the use of
information and access and use information ethically and legally

T
T

Quality Measures

As mentioned earlier, a variety of different imtetations of quality measures exists. An
extensive body of literature has been created suggesting various quality indicators and factors
which require measuring in order to assess the performaneef#rence services.

Designing methods for the evatioa of quality is one of the principal areas for future

research into-eeference services, and those planning or operating services should closely
follow progress in this.

Quality standards and indicators must reflect the various stages implicit esitsi@rence

services. Wider-eeference guidelines would help ensure quality reference assistance by
establishing baselines for services and thereby aiding both staff training and evaluation.

Broad guidelines would also be invaluable for libraries thanhfa consortia or informal

alliances so that they can provide reference assistance to their combined pool of users. There
are particular quality issues to be considered by libraries participating in a consortium. It may
be a useful approach for a cortaan to define the basic standards required for admission to
membership; to acknowledge the existing variations in current standards achieved by the
members; and to set goals that represent the optimal level towards which members are
expected to develop.

Performance indicators may be categorised in terms of managerial tasks:
1 operational managementlay-to-day organisation and control
1 forward planningme di um t o | ong-ittér motnte mage;nc, wisat
1 evaluation and reviewanalysis of activity in r@tion to user requirements, comparison
with other libraries

Alternatively, they may be categorised in terms of
1 input measures (staff, material, funds)



1 output measures (document supply, specially digitised texts, reference enquiries, new
reference sours®
1 outcome or impact measures (customer satisfaction, effect on users)

Implementation: quality indicators

Library management should set separate objectives and standards covering the planning,
implementation and evaluation ofeference services. Whilshere are merits in integrating
e-reference service into general reference and enquiry work, research suggests that there is an
undeniable need to establish discrete goals for this aspect of service provision.

Accessing the service: quality indicators

E-reference services must be viewed as being socially inclusive for all members of the
community they serve, regardless of equipment, capability, or language. Current trends
indicate a move to more sophisticated technologies (e.g. the move awayirairead

towards synchronous interaction between user and librarian such as video conferencing and
chat services), and these must be accompanied by continued provision for those users not able
to take advantage of these media.

Response Policy: quality indators

The procedures for answering questions must be clearly stated in an accessible and obvious

part of the website. Alternatively such instructions on the policy may be contained in
acknowledgement messages sent to enquirers. Particular care rakstrb® ensure that

enquiry services are not being abused by students seeking answers to questions that are
intrinsically part of coursework submissions. A useful mechanism to outline the questions

that can be asked and the types of answers providedenidne inclusion of specimen

exampl es. It is also advantageous to record
useful for developing a knowledge base and evaluation purposes, and can be taken further if a
weblog is created for disseminationatevider audience.

Timescales: quality indicators

Response time needs to be clearly indicated to users. This is largely an institutional decision
but it must be based on (a) a reasonable and attainablpeimoel for staff and (b) a useful

and benefial time period for users. Questions should, however, be answered as quickly as
possible or at least acknowledged if the answer is, perhaps, going to require more lengthy
investigation. Virtual Reference Desk suggests that 10% of incoming questionstsiould
answered with two working days. This would seem to be a rather disappointingly low level

of attainment compared with what is normally expected at the reference desk. However, it is
important that an agreed goal needs to be set by each librarylighthaf the nature of the
guestions asked and wusers®" expectations of r
should be monitored. Raising targets beyond consistently achieved levels should be preceded
by a thorough review of the enquiries thavé been received, the responses provided, and the
level of user satisfaction. Appropriate adjustments to staff levels and resource acquisition
should be made to support revised targets.

Staffing issues: quality indicators



The distribution of the-eeference workload is often integrated with general reference service
management. Howeveryreference services create their own issues and problems, and

separate staffing considerations should be identifieégxactly the same way as many
distancelearmig pr ovi ders are recognising the poten
mentoring to remote employees, so too might the library consider the potential of outsourcing
reference and enquiry services.

Staff training: quality indicators

Training and expeence in reference work ensure the possession of a range of transferable
skills which are equally compatible with working in the virtual environment. However, e
reference support also creates a demand for additional skills and training focused exclusively
on the unique aspects ofeference services, e.g. chat services or weblogs. It should be
recognised that there is a link between staff and user training needs in terms of the use of
applicable technology. With users this is potentially much more diffic accomplish, and
consequently online instruction tutorials should be prepared.

Economics of ereference services: quality indicators

The measurement of the efficiency and effectivenessefeeence services is often
compromised by the lack of afgpriate economic models to generate evidence, a point

widely noted in the literature. Cestfectiveness and cebenefit analyses could be used to
assess the potential use of the service against the time, expertise and cost required to create
and maintan it. Additionally, collaborative relationships with other libraries could spread
costs. Further research is required in this field.

Library managers may also need to consider the issues associated with competing with
commercial services.



5. Training staff in the support of electronically delivered reference
services

Policy issues in staff development

Any library is measured by its service to its community. Maintaining consistent quality in e
reference service requires the provision of appatg and knowledgeable staff in adequate
numbers. Training the staff is one of the most important aspects of planning and operating a
virtual reference service, and adequate provision for supporting training should be made in the
i brary" s inbespbrdimg to-eeferéh&eiehquiries, and the ability to work quickly

and effectively within an electronic environment should become a stated expectation for all
reference librarians.

Reference | ibrarians® per s mthadlectorgcr vi ce wi | |
environment. Ereference service lends itself to a tiered staffing structure, with trained para
professional staff receiving all enquiries and referring to subject specialist librarians those that
are not well defined or cannot be quickind easily answered. However, training for e

reference should not be focused solely on those staff selected to deal with enquiries, but
should encompass the needs of all those technical, clerical, administrative, and professional
staff whose efforts sygort and promote the service-r&erence service can only function
effectively if the reference, acquisitions and collection development, and technical services of
the |l ibrary work closely together. ibnald e e d
structure to give individual staff a broader remit that encompasses all these activities, with
major consequences for the training that they need.

Training needs to emphasise both the technological aspects of the service, the various

electronic reources, and the special communication and critical thinking skills that are

required in online reference work. Library staff competencies needed to survivein the e

reference environment include the ability to respond quickly, because the immediacy of
sendinganema i | message raises the sender “s expect
training is needed to enhance their reference techniques, as well as to develop other
competencies such as speed and accuracy in good written communicatiokeslolb&rd

skills, and technical troubleshooting. It is essential to ensure that staff are comfortable in

offering the service.

Training for ereference, like any other form of training, can take the form of group or

individual sessions. Group sessish®uld allow ample opportunity for all participants to

gain handsn experience of any software or database that is the focus of instruction. Hands

on training could include simulated questions, and can be used to develop skills not only in

using the sdfvare and the databases, but also to provide an adequate response within any
prescribed time periods. As with any training, it may be useful to summarise the training

required into a regularly updated checklist, so that nothing is overlooked when rfeavestaf
brought into support the service. The check
manual. Email lends itself to supplementing formal training sessions, through for example

the use of internal electronic discussion lists.

Providingtime, space and other facilities for training is essential. It is important to provide
staff with ample time to practice their skills before going online, and to provide them with
support for their first few shifts. Once learned, the new skills anditpedgneed to be
maintained through practice. However, it should not be assumed that training is only needed



before the service is introduced. Experience suggests that it needs to be an ongoing part of
supporting the service as it develops. Increasauileg time will be required by the

librarians expected to support this new service. Maining sessions offered regularly can

also become a forum for sharing experience, for example by reviewing transaction logs.

This chapter highlights the broadeas in which training is required. It does not seek to be
prescriptive about the methods that might be used to develop the required knowledge,
technical skills, and personal competences. Specific training needs should be identified
through job analysighrough asking the intended trainees to define their needs, and through
unobtrusive observation of staff delivering theeéerence service.

Vendors of reference software products may provide training in the use of the software,
employing trainers whamay be librarians familiar with reference work. However, this is not
necessarily free of charge, and tends to focus on aspects of using their products. It is always
useful to identify potential Hmouse trainers and develop their expertise in trainirtoas.
Experience in training for-eeference can be enhanced by contact with others working in the
field, not only through professional publications and by attending specialist conferences but
also by examining their web sites.

Some training materialre available from the Virtual Reference Dé&sk.
Reference skills for dealing with online enquiries

The stages of anmeference interview are very similar to the stages in-fadace reference
interviews:

Introduction and problem statement

Negotiak question

Formulate a search strategy

Summarise understanding of problem and proposed approach

Search

Feedback.

ouabhwnE

There are, however, a number of features iference work that require additional training.

The technology itself creates a new dimensibnaddition to the expected mixture of users

with well developed or limited information skills and experienegeference staff will

encounter users who are technologically skilled or who have limited technical competence, as
well as the challenges obmmunicating in a new medium and working within the particular
constraints that apply to the use of electronic information resources.

Interpersonal communication

E-mail and online enquiry templates are often an extraordinarily poor communicationmmediu
for deciphering information needs. Working in an online environment requires a unique
vocabulary, etiquette, and set of behaviours, as well as the ability to deal with ambiguous or
sensitive questions and special skills in exchanging information iteedéi subject of the
enquiry. Librarians need to be aware of the differing communication requirements of the e
reference environment, and must be assisted to develop the interpersonal interaction and

% Available at http://www.vrd.org/training.shtml [Access19' February 2004]



communication skills required to put patrons at etie the new technologies and to elicit
their enquiries effectively.

Unlike a conventional reference interview, conducted by face to face or telephonic
conversation, there are no visual and othervembal cues. The online reference interview

can takean extended period to negotiate, and requires the reference librarian to be sensitive to
the means of undertaking this in an online environment. .

Training therefore needs to reinforce awareness thefeeence requires the librarian to spend
more time explaining, and to create an environment in which users feel free to ask questions.
They will need to understand how to create a climate in which the enquirer feels respected
through a careful choice of language, listening to them, prompting respandes,

continuously asking for feedback. Training also needs to be given in interview closure skills,
and in follow up. Just as, in a fatteface situation, a good librarian will attempt to develop a
personalised service for individual users by passioggahdditional information, this can also

be done by -enail.

Training needs to take account of the particular needs of the users. Adult distance learners
may exhibit a need for a strong level of emotional support, because it may have been a long
time since they were in fullime education and lack self confidence, and because they may
have a variety of other personal responsibilities.

Any contact with the | ibrary"s users represe
Staff training shoul@over not only asking users about their needs, but also their role in
collating the evidence that they gather to guide the development of new services.

The | ibrary®™s management may have establishe
but enquiires may be received that do not comply with any limitations that have been

prescribed. Staff operating theeference service will need to be trained in how to

differentiate between different types of users and questions, and how to deal with those that

are outside the scope of the service.

User instruction

The introduction of @eference services places an enhanced emphasis on the teaching role of
librarians, particularly librarians working in all levels of the education system. Reference
functions mg appear to have remained constant, but the tools have changed. User instruction
has thus become a more necessary part of role. The interactive natueéeoéece provides

the means to offer {depth library instruction, teaching users effective deagctechniques.

Making information useful i s more important
the increasing range of electronic information will raise the need for them to become more
information literate, i.e. possessing the skills oy to find and retrieve required

information, but also making them aware that the web is not the only source of information,
developing their ability to evaluate the relevance and quality of what they have found, helping
them to avoid information overal, and teaching them to make effective use of information.

This will place an increasing responsibility on librarians to assist their users to develop
appropriate information literacy skills. At the same time, it is also important that they should
havethe skills to make users aware of the limitations of the sources and systems available.



Assisting users with enquiries should not be seen as an end in itself, but part of a process of
providing the user with the transferable skills required to undegtinuous learning.

Librarians should be capable of offering not only vieelsed library orientation and

bibliographic instruction for users, but also aiding the user in the selection of-good e
resources, recommending sources and search strategiegrfgle)y explaining the reasons
for referral to one or more web sites. This assistance should become a part of almost every
transaction.

Staff supporting distance learners througieference will need to connect directly with what
the users are beirtgught, and closely relate to the subject. An understanding of the range of
each distance learning course may be a useful part of their preparatienefiereace,

enabling them to develop customised units of information skills training which can be
embelded into course content.

Staff training should encompass approaches t
skills, empowering |ibraries®™ users to becon
instruction methods. This will require librar@to become skilled in developing, or working

with developers of, seffirected, seHpaced online tutorials and interactive wedsed

modules.

Training should also enable librarians to develop strategies for the challenges of dealing with
‘problem patn' phenomena in a virtual environment. Patrons with mental or emotional
problems are as likely to be found in this environment as elsewhere, but the medium does
facilitate emotional detachment and a calmer response.

Newer and better tools will be devpkx, and the demand for instruction in their use will
continue. To assure the effectiveness of their instructional activities, librarians will need to
develop a deeper understanding of the learning processes, and the ability to prepare suitable
assessmermstruments to evaluate the success of their work.

Systems and software

Librarians must be able not only to choose the resources necessary to meet information needs,
but also have the ability to help users with the intricacies of using the vargiamsy

providing clear and concise instructions on, for example, how to connect to a proxy server to
use a particular database service, or the different methods of capturing and downloading data.
If custom software is in use, some training may be availsbm the vendor for the staff of

the library that purchases the system. Thieuift help system may on its own be sufficient to

meet the needs of many users, and may also provide a basis for developing rAiiendber

help tools. Librarians workingith these systems must be permitted ample time to become
familiar with them before they are assigned to work on ttefexence service. Any failure to

use the system effectively may damage the us
library stdf may also be useful in identifying potential difficulties that users may encounter in
using these systems.

Training in new communication channels such as chat is essential if it is to be used effectively
to recreate the interactive nature of facdace communication.

Librarians working in eeference services must have a degree of technical knowledge in
order to be able to troubleshoot, and to help users cope with the technology in use. Staff will



also need to be able to assist users to copg,witre c hnost ress®“, for examp
carefully designed and written support materials on how to usertéference system or by

making available a web page detailing the contacts for the help desks vendors of software and
hardware. Staff training dmpolicy guidelines also need to clarify what staff should support

and what they should refer to the vendors.

The dynamic nature of the World Wide web emphasises the need for regular checks to ensure
that links remain live, and for training staff to véayly verify whether links are live and to
use software that automatically does this.

Use of search engines and awareness of their limitations

Training should develop their ability to analyse the capabilities of search engines and meta
search engineso that they can select the one most likely to lead them quickly to the required
information, and so that they can advise users which search engine is most likely to meet their
continuing information needs. Staff will also need to be in complete comwhémel search
language, using appropriate vocabulary and keywords.

Identification and evaluation of web based resources

Familiarity with the range of webased information sources, and with using them, is held to

be the most important skills inreference service, closely followed by the ability to make

effective referrals. Training in the identification and evaluation of web based resources plays
an increasingly important part in enhancing
The rapidcontinual increase in the availability of electronic information challenges e

reference librarians to find enough time to properly learn not only to identify emerging

sources on the Internet, but also to maintain awareness of the continual changes in the
structure of web sites (whose format tends not to be as a stable as earHeagetht

information sources), so that they can confidently and effectively instruct patrons about

utilising information sources.

Many webbased resources do not have sustable existence as print based information

resources. Librarians working irreference need to be reminded of this, and develop skills
required to identify resources ,at risk" and
have a lasting useebause of the specialist requirements of their users.

Licensing and copyright issues

Whilst recent graduates from schools of librarianship and information sciences may be

expected to have some familiarity with licensing and copyright issues, existfhgi# need

to be reminded of the significance of these in the networked environment. National copyright
legislation may change and stimulate the need for training only infrequently, but vendors of
electronic information are likely to change their fices with greater frequency, adapting to

mar ket conditions, and creating regular trai

Cataloguing and indexing of Internet resources
Most libraries will select from the vast range of information resources on thenkethose

rel evant t o t he i-basedirsseurcss;in aoraneod \sith any dthertmaterial ént
the library, need to be organised for efficient retrieval when required. Training in cataloguing



and indexing these web based resources, creafmgnation gateways, or integrating

el ectronic resources into the catalogue wil/
effect. This process can be assisted by identifying existing subject gateways to the web, or by
purchasing software thattegrates into the catalogue those electronic journal titles to which

the library subscribes.

Development of web sites

As users® familiarity with the web increases
services for factual information will decreas€o promote access to online information and
reduce direct support required by library staff, librarians will need to become information

generators rather than merely information conservators.

The technology used irreference also lends itself to swppng staff training. For example,

it may be considered desirable to offer an electronic demonstration with-traicdsnponents
added to simulate use of the system. A-vabed system could be developed that details
how to use the-eeference softwargrotocols for communication and for answering
questions, guidelines on eligible users and uses, and other policy and procedural matters.
This could be equally useful as a tool for training or supporting users.

Documentation

To complement and suppotaff and user training, there will also be an enhanced need for
documentation, both printed and wieased, beyond any that may be provided with e

reference software. These might include:

statements oftheeef er ence ser vi ce” snsmudmpeedues; pol i ci
summaries of key collections;

user guides and instructional materials;

guides to computing services;

summaries of agreements for collaborative and referral services; and

reports on library evaluation studies and the subsequent action.

E N -

In addition, particularly to support staff training, there is likely to be a need febgistep
training manuals, including guides to the software in use and to regularly used databases.

Training in writing and presentation skills, and the desigscaéerbased information will be
needed to underpin this activity. These skills would be equally applicable in answering
guestions received by the service, and in the preparation and design of the content-of a web
based request form.

Management of e-reference services

The importance of the contribution of all the library staff to the success ofrdierence
service should be stressed in general training sessions.

Training in evaluating the impact of the service (and the effectiveness of thiegrai
provided) will be needed by those managing and seeking to develop it.

Librarians will need to learn negotiation skills to deal with the constantly changing
marketplace for electronic information sources. These skills will be required not only in



dealing with vendors of-eeference software and online databases, but also in securing
resources for an expanding service and in establishing agreements for collaborative services.
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UNESCOEducation and Libraries Portals;

systematic use of search engines to identify relevant web sites, including academic
institutions offering distance learning; public libraries and academic institutions offering
e-reference services; and international antbnal agencies, such as the World Bank, the
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1. 100 and growing: Collaborative Digital Reference Service. Library of Congress Information Bulletin.
2001; 60(7/8):162.
Keywords: ereference/ CDRS
Abstract: Very brief news item announcing the expansion of the Library of Congress pilot
Collaborative Digital Reference Service.

2. Collaborative Digital Reference Service pilot project surpasses 100 participants. OCLC Newsletter. 2001;
(252):12.
Keywords: ereference/ CDRS
Abstract: Brief news article discussing growth of CDRS.

3. Digital reference project advances: Library and OCLC to develop prototype. Library of Congress
Information Bulletin. 2001; 60(3):55.
Keywords: ereference/ CDRS/ USA
Abstract: Discusses developments in the Collaborative Digital Reference Service.

4. The Foundabn Center launches Electronic Reference Desk on the Web. Information Today. 1997;
14(3):5t.
Keywords: ereference/ special libraries/ USA/ delivery technology
Abstract: Discusses the launch of the Foundation Centre's (i.e. in New York City) Electronic
Reference Desk where a professional librarian is available to answer questiomaailsabout
foundations, nonprofit resources, corporate giving and the best utilisation of the centre's range of
information services and resources.

5. Gaylord teams with §SI, announces Polaris implementation. Information Today. 2002; 19(7):34
Keywords: ereference/ delivery technology/ public libraries/ USA
Abstract: Very brief article announcing the launch of Gaylord's Polaris system, the first library
automation systeno seamlessly integrate the functions of the library's public access catalogue
with live reference service through LSSI's Virtual Reference Toolkit. Polaris is to be installed at
the Salem Public Library, Ohio.

6. Information services policy manual: antline. Reference Quarterly. 1994; 34(2):465
Keywords: ereference/ service manual



10.

11.

12.

Abstract: This document is designed to provide a framework and guide to develop a
comprehensive Information /Reference Services Policy Manual. Topics include:

1) Mission statement

2) Organisational structure for ref services

3) Services and service philosophy - i. General statement of service philosophy, ii. Ref service
at Service Points, iii. Ref service via telephoneal, written correspondence, by appointment,
iv. Onsite and remote end user electronic ref service, v. mediated electronic ref service, vi.
referral and cooperative ref, vii. user education, viii. document delivery, ix. services to patrons
with special needs, x. services in special subjects.

4) Personnel - i. The scheduling of ref service, ii. service responsibilities, iii. professional
development and training, iv. professional activities, v. collegiality, vi. evaluation, vii. dual
assignments.

5) Ref collection(s) policy - i. statement of purpose asdope of policy, ii. definition of ref
materials, iii. guidelines for selection of ref materials, iv. management of the ref collection, v.
statement of access.

The Internet Public Library; 1998(. Internet on the Air).
Keywords: ereference/ InternéRublic Library
Abstract: Transcript of a radio programme about the University of Michigan's Internet Public
Library, broadcast in April 1998. The URL below also provides access to the sound recording.

Library of Congress and OCLC to collaborate ontdlgeference project. OCLC Newsletter. 2001;
(250):89.
Keywords: ereference/ CDRS
Abstract: Announces the Library of Congress and OCLC cooperative agreement to develop a
prototype for a new reference service based on the CDRS.

NISO establishes nebrked reference services committee. Information Today. 2002; 19(3):6.
Keywords: ereference/ USA/ quality standards
Abstract: Very brief article announcing the establishment of a new National Information
Standards Organization (NISO) committee to devetapdards that will enable interoperable,
networked reference services. Committee to be chaired by Sally McCallum from the Library of
Congress.

Quiality reference delivery is criticaland as society moves into the digital age, Anne Lipow has some
provocative ideas on the subject. InfoManage. 1998; 5¢):1
Keywords: ereference
Abstract: An interview with Lipow which discusses her work.

. Reference 24/7: getting closer. Maryland Library Association, Academic and Research Libraries
Division, November 2001 Program; Hagerstown, Maryland. 2001.
Keywords: ereference/ USA/ CDRS/ implementation/ staffing/ delivery technology/ marketing
Abstract: Paraphrased transcripts of papers presented during a seminar on 24/7 reference.
Speakers included Whit€DRS), Fishman (setting up a chat software service) and Coffman
(Qand A Cafe.com).
1) Fishman:
i. outlines criteria used to make decisions re choice of chat software;
ii. issues to consider when setting up service (training staff/practice time, namiitg se
marketing service, piloting service);
iii. staffing issues - hours, double staffing, where to carry service out, priority given to chat in
relation to other operations, staff stress.
2) Coffman:
i. Marketing - recommends: let users know where yog, iow to use you etc; cover adequate
numbers of hours; take service to students (put links on course pages); make links thro campus
web sites on pages that students frequent; make links inside databases students use; develop
target services (e.g. how ¢de sources) and link chat to that.

Reference 24/7: libraries test Collaborative Digital Reference Service. Library of Congress Information
Bulletin. 2000; 59(10):229.
Keywords: ereference/ CDRS/ USA



13.

14.

15.

16.

17.

18.

Abstract: A short news item announcing the tegstf the Library of Congress Collaborative
Digital Reference Service.

Serving the Internet public: the Internet Public Library. The Electronic Library. 1996; 14(2)2&2
Keywords: ereference/ Internet Public Library/ USA
Abstract: An anonymougticle based on a conference presentation by Joseph Janes about the
first year of the University of Michigan's Internet Public Library. Includes a section on lessons
learned.

Virtual reference service coming to Indiana libraries. OCLC Newslettéd.;4@52):13.
Keywords: ereference/ USA
Abstract: Brief news article announcing an Indiana Cooperative Library Services Authority
electronic reference initiative.

Where in the world is all the information? New opportunities for reference serviagsnal Library of
Australia Gateways. 2000; (43).
Keywords: ereference/ national libraries/ Australia
Abstract: Discusses the public's move to electronic methods of reference inquiry using statistics
from the National Library of Australia.

Abdoulaye, K. and Majid, S. Use of the Internet for reference services in Malaysian academic libraries.
Online Information Review. 2000; 24(5):38B8.
Keywords: ereference / academic libraries/ Malaysia
Abstract: A study of the effect of the Internet on refeeeservices in Malayasian academic
libraries. The objective of the study was to find out how the integration of the Internet has
affected reference professionals and services. Based on a questionnaire survey of 40 library
professionals in nine Malaysianademic libraries.
Conclusions:-
(1) The Internet has contributed positively in providing quality reference services.
(2) The Internet has improved librarians performance.
(3) The need to improve librarians surfing skills recognised.
(4) The dubious qualiitof information on the Internet also recognised.
(5) The Internet cannot replace traditional reference tools.

Abels, E. G. The-mail reference interview. Reference Quarterly. 1996; 35(3)35&%
Keywords: ereference/ reference interview/ acadetibraries/ USA/ delivery technology
Abstract: Based on a thrgdased project at the College of Library and Information Services at
the University of Maryland which explored thereil reference process. The results suggest that
ref interviews can beanducted via -enail for some complex questions but that very broad
requests that lack specificity are better suited to atireal verbal means of communication.
Includes discussion of the request form design and content and outlistsgtsen a model
remote e-mail ref interview. These stages are:
1) Introduction and problem statement
2) Question negotiation
3) Summary
4) Feedback
Notes that these stages are very similar to the stages itoféeee ref interviews.

Abels, E. G. and Liebschdp, Intermediarclient communication: provision of remote reference
servicesCibbarelli, P. R., Ed. IOLS '94: Proceedings of the 9th Annual Conference on Integrated
Online Library SystemsMedford, NJ: Information Today, Inc.; 1992: 1
Keywords: ereferene/ academic libraries/ reference interview/ USA/ staff training
Abstract: Discusses a cooperative research and teaching project at the University of Maryland
and at Long Island University which sought to identify factors that determine success or failure
in provision of remote electronic reference services and to develop effective methods to educate
and train reference intermediaries to work in this environment.

Problems:-
1 Unreliable/unfriendly technologyhaving negative impact on electronic communications.
1 Lack of understanding/expertise of electronic mail amongst students.



1 Cost implications e.g. time charged by reference librarians.

Findings:-

81 nt er a c fadility enderuseal due in the main to scheduling problems. Also prohibited
by complex series of commands required to establish a connection.

§ Excessive cost of implementing remote reference services.

§ Users demand full text documents for all retriecgdtions.

§ Concern that remote services would be available only to those who had sufficient resources
and expertise to use them.

§ Search skills of the intermediaries were lacking.

§ Failure on behalf of the client to formulate clear and/or timelyysetements.

§ Lack of nonverbal communication clues impact on communication positive and negative.

& Need for additional types of communication e.g. phone call, to supplement elegiracess.
Conclusions:-

§ Clear need for a reliable system to supploe remote process.

§ Combining both facgéo-face interviews with electronic followp and feedback may enhance
reference services.

8§ Remote reference services using data communications networks are desirable services that
should be offered.

§ Substanal training in the basic concepts of network technology and electronic
communications is desirable.

§Critical role of | ibrary®"™s education to ensur e
prepared to offer remote reference services.

19. ---. A newchallenge for intermediafglient communication: the electronic network. The Reference
Librarian. 1994; (41/42):18%96.
Keywords: ereference/ academic libraries/ reference interview/ USA
Abstract: Describes a collaborative project between two librdrgas to develop tools for
electronic reference services and to educate new information professionals in the provision of
remote reference services. First part of a two part article which addresses the background to the
project.
Addresses the referencaérview process including followp interactions and expounds the
benefits of email.

20. Abram, S. Planning for the next wave of convergence. Computers in Libraries. 2000; 28@}):46
Keywords: collaboration/ delivery technology
Abstract: Discusses ¢hpotential uses and impact of collaboration software tools in libraries.
Provides examples of what these applications can support and what such collaboratory tools do.
Also lists a number of assumptions relating to the future of libraries and libtapaard
suggests that these should be incorporated into any strategic planning.

21. Ackerman, M. and McDonald, D. W. ( University of California, Irvine). Answer Garden 2: merging
organizational memory with collaborative help. Proceedings of the ACMeGamie on
ComputerSupported Cooperative Work; 1996.

Keywords: ereference/ collaboration/ USA/ delivery technology

Abstract: Discusses research which examines a collaborative solution, developed at the
University of California, to providing help to didtrited users. Focuses on the Answer Garden 2
system, which provides a secegéneration architecture for organizational and community
memory applications. Answer Garden supports organizational memory in two ways: by making
recorded knowledge retrievable amglmaking individuals with knowledge accessible. Answers
can be obtained from chat systems, bulletin boards, software agents or other people.

22. Albano, J. Digital reference report. 1999.
Keywords: ereference/ academic libraries/ USA
Abstract: A smmary report of the results of a survey of selected US university libraiiesil e
reference services.

23. Albano, J.; Hall, A., and O'English, L. The electronic information desk: communication made virtual.
Virtual Reference Desk 2nd Annual Digital Rednce Conference; Seattle. 2000.
Keywords: ereference/ academic libraries/ USA/ electronic help desks



Abstract: Discusses LibQuest, an electronic information desk service at the University of
Washington libraries.

24. Ammentorp, S. and Hummelshoj, Msk a Librarian: Wekbased reference question services. A model
for development. 11th Nordic Conference on Information and Documentation; Reykjavik. 2001.
Keywords: ereference/ public libraries/ Scandinavia/ information need/ reference interview/
information literacy
Abstract: Presents the results of a survey of-bated reference question services in 15
Scandinavian public libraries based on a triangular model for the interactions of the patron's
information need and information literacy with a wiedsel reference question form. The model
is based on the theories of the nature of the information need, question negotiation and
communications problems within the traditional patnotermediary dialogue. It consists of 3
parts which interact (1) the patrs information literacy (2) the patron's information need (3) the
reference question service.

Elements of the traditional reference interview and problems encountered are detailed e.qg.
difficulties identifying the user's information need(s).

Electronic réerence services in the form ofheail are briefly discussed.

Conclusion - considering the elements within the model when offering a-Béded Referenc
Question Service will improve the service.

25. Anderson, B. Librarians and digital environments. B#dral & Social Sciences Librarian. 1998;
17(1):9597.
Keywords: ereference/ role of librarian
Abstract: Addresses some of the key roles librarians play in the emerging digital environment.
These are:
1) Librarians help users find meaning when the gtiaat information becomes uncontrollable.
2) Librarians have the expertise and skill necessary to understand how data is organised and what
the most effective method of searching is.
3) Librarians help users frame their research questions and direciathieenbest sources
perhaps with accompanying search tips and alternate strategies.
4) Librarians create metadata, they build structures that address authority and quality, they push
for and help create the interoperability necessary for disparate systenmemunicate and
interact with one another.

26. Anderson, C. R. Quo vadimus? Reference & User Services Quarterly. 1998; 3757253
Keywords: ereference
Abstract: Some thoughts on how reference service is evolving in an electronic environment.

27. "Anderson, C. R. Reference librarianship: a guide for the 21st century. The Reference Librarian . 2001;
(72):519.
Keywords: delivery technology
Abstract: Discusses changes in the practice of reference librarianship and provides brief
summaries of spefit elements of technological changkigh performance networking; neural
networks; virtual reality; higiuefinition imaging with miniaturised displays, artificial
intelligence programmes and nanotechnolethat quite likely will have major impacts on
service delivery.

28. Anderson, E. ; Boyer, J., and Ciccone, K. Remote reference services at the North Carolina State
University Libraries. Virtual Reference Desk 2nd Annual Digital Reference Conference; Seattle.
2000.

Keywords: ereference/ academic liaries/ USA/ delivery technology

Abstract: An overview of the NCSU service, which incorporates telephemajlend online
chat reference services.

Recommendations for telephone reference:-

(1) Remove telephone from reference desk

(2) Provide a toHfree number

(3) Create written procedures for dealing with phone enquiries

Recommendations for e-mail reference:-

(1) Provide adequate staff so that provide quick responses

(2) Maintain statistics for evaluation purposes



(3) Establish a system of quality casitand staff training for answeringreail reference
guestions

Recommendations for chat service:-

(1) Simple to use

(2) Collaborative Welbrowsing feature

Web site - includes a policy document for responding to questions frorN©8U patrons.

29. Anhang A. and Coffman, S. The great reference debate. American Libraries. 2002; 33@):50
Keywords: ereference/ information seeking skills
Abstract: Summaries of speeches at a debate about the future of reference librarians held during
the Ontario Library Asociation Super Conference in 2001.
Users needs when on the Web - (1) help when search engines fail (2) help finding authoritative
information (3) help finding unbiased information (4) help when the information they need is not
freely accessible (5) helphen they aren't really sure what they want (6) need to be able to get
all these services for free.

30. Antonelli, M. and Tarlton, M. The University of North Texas Libraries' Online Reference Help Desk.
Lankes, R. D.; Collins, J. W., and Kasowitz, A. Bds. Digital reference service in the new
millennium: planning, management, and evaluation. New York:-Sehuman Publishers; 2000;
pp. 197206.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ reference interview/
implementation/ kectronic help desks/ staffing/ staff training/ marketing/ information seeking
skills
Abstract: Discusses an online reference help desk service. Topics covered include: choice of chat
software; staffing and training of volunteers; comparison with teleptefaeence; the question
answering process; reference transactions; marketing and ideas for future improvements.

31. Archer, S. B. et alGoing where the questions are: using media to maintain personalized contact in
reference service in mediusized acdemic libraries. The Reference Librarian. 1999; (65):39
50.
Keywords: ereference/ academic libraries/ USA/ delivery technologgseurces/ role of
librarian/ reference interview/ Internet Public Library
Abstract: Describes how media can be useful irstisg reference librarians in ‘going where the
guestions are' while still maintaining the personal element in creatingmeateference
transactions in a technological environment.
Introduces the idea of tHeoving librarian' model - going to where Hp is needed.
Models for the management of electronic information requests also discussed e.g. Internet Public
Library's QRC system.
Libraries need to state the level of reference service they provide.
Conclusion -to continue to serve patrons with diffetereeds, librarians must walk across the
library, access the computer screen from across the campus intranet system, answer email and
explore other interactive tools for reaching patrons in a personalised manner.

32. Arnold, J. and Kaske, N. Chat witHiararianNixon, C., Ed. Proceedings of the 17th Annual Computers
in Libraries Conference; Washington, DC. Medford, NJ: Information Today, Inc.; 2682: 1
Keywords: ereference/ academic libraries/ USA
Abstract: Describes a pilot retiine interactive redrence service, 'Chat with a Librarian’, at the
University of Maryland Libraries. 225 ‘chat' sessions were logged and evaluated.

33. Arnoldy, B. Paying for answers online. The Christian Science Monitor. 2002; (22 July).
Keywords: ereference/ USA/ expeservices
Abstract: A brief overview of Ask an Expert services.

34. Association of College and Research Libraries. ACRL guidelines for distance learning library services:
draft revision. n.d.
Keywords: distance learning/ service guidelines/ USA
Abstract: Provides humerous reasons for adapting and expanding the Guidelines e.g.
nontraditional study rapidly becoming a major element in higher education.
x Most recent editions of guidelines founchétip://www.ala.og/actr!



http://www.ala.org/acrl

x Details precepts assumed by the guidelines

x Guidelines in relation to: 1) Management 2) Finances 3) Personnel 4) Facilities 5) Resources
6) Services 7) Documentation 8) Library education

x History behind the development of the guidelinesitbata

35. --. Guidelines for distance learning library services. 2000.
Keywords: distance learning/ service guidelines/ USA
Abstract: Identical to draft version.

36. Association of Southeastern Research Libraries. ASERL virtual reference membarshipcomplete
results (preliminary results). ASERL; 2002.
Keywords: ereference/ academic libraries/ USA/ marketing/ staffing/ staff training/ service
guidelines/ collaboration / delivery technology
Abstract: The results of a survey of the memberehijpe Association of Southeastern Research
Libraries, which sought to determine their current virtual reference practices, needs and interests.
Areas covered include software; communication channels; service hours: service
promotion/publicity; service sponse times; staffing; training; operational management; policies;
funding; statistical analysis of data; consortial activities.

37. --. Working outline for ASERL Cooperative Virtual Reference Service. ASERL; 2002.
Keywords: ereference/ academidliaries/ USA/ implementation/ collaboration/ service
guidelines/ staffing/ marketing/ staff training/ evaluatioarésources/ delivery technology
Abstract: An outline ofssues and tasks pertinent to the development and implementation of
a cooperatively staffed chat-based virtual reference service. This outline is based on relevant
best practices being used by academic library consortia. Topics covered: (1) Governance/project
management/infrastructure (2) Service policies and guidelines (3) Staffiraglaeduling (4)
Marketing and publicity (5) Training (6) Evaluation (7) Web resources. A number of issues and
tasks are listed under each topic.

38. Bains, S. Testing collaborative electronic reference services: the experience of UK university research
libraries in the use of OCLC's QuestionPoint. Virtual Reference Desk Conference 2002;
Chicago. 2002.
Keywords: ereference/ academic libraries/ delivery technology/ UK/ QuestionPoint
Abstract: Discusses the betsting of the QuestionPointreference sstem by seven members
of the Consortium of University Research Libraries (CURL).

39. Bakker, T. Virtual reference service: connecting users with experts and supporting the development of
skills. Liber Quarterly: the Journal of European Research Léwsafi002; 12(2/3):12437.
Keywords: ereference / academic libraries/ electronic help desks/ Netherlands/ delivery
technology/ implementation/ staffing/ service guidelines/ staff training/ marketing
Abstract: Discusseseference in general before dissing the situation in the Netherlands,
where 7 of the 13 university libraries and the Royal Library have a basic 'virtual helpdesk'.
Details: (1) the pros and cons of usingail and chat including Webased contact centre
software (VolP); (2) Virtual RBference Toolkit allows librarians to provide remote reference
assistance to remote learners and as a livepoioae instruction; (3) Networked Reference
Services lists issues to address (QuestionPoint discussed); (4) Overall design and staffing
consderations- lists issues to be addressed; (5) Policy and proceduwrasference policy
should include detailed information regarding how questions will be dealt with, who will answer
them, what questions cannot be answered and why the informationtistiae® wait.

Conclusions:-

(1) Creating a personalised environment should be a priority

(2) It is important that quality criteria accommodate the wide range of possibilities of various
services and their readiness to meet certain expectations

(3) Traininginformation specialists is one of the most important aspects of planning and
operating a virtual reference service

(4) Effective virtual reference services require a lot of publicity

40. Balas, J. Building virtual libraries. Computers in Libraries. 199§2):4850.
Keywords: ereference/ Internet Public Library
Abstract: An overview of the Internet Public Library.



41. Balas, J. The Internet and reference services. Computers in Libraries. 1995; 1516):39

Keywords: ereference/ &esources
Abstract Looks at some of the Internet resources librarians can use in reference services
including resource guides on the Internet, subject guides to resources and mailing lists.

42. Balas, J. L. Is the reference librarian real or virtual? Computers in labr&003; 23(4):451.

Keywords: ereference/ USA
Abstract: An overview of some digital reference developments and initiatives.

43. Balleste, R. and Russell, G. Implementing virtual reference: Hollywood technology in real life.

Computers in Librarie2003; 23(4):1416, 18.

Keywords: ereference/ academic libraries/ USA/ delivery technology/ staff training

Abstract: Discusses the implementation of a collaborative virtual reference service at the St.
Thomas University Law Library and the Nova Southeastew Library in Florida.

Software - considerations when choosing vendor e.g. ease of navigation and technical support;
vendor (Convey Systems) features e.g. chahrowsing, VolP.

Staff training - in relation to software.

44. Barber, P. and Wallacg, 10 tips for marketing virtual reference services (VRS). 2002.

Keywords: ereference/ marketing
Abstract: Single page list of tips for marketing virtual reference services, adapted from a paper
presented at the 2002 ALA Annual Conference.

45, Barcelos, S. Understanding intermediation in a digital environment: an exploratory case study. Virtual

Reference Desk 2nd Annual Digital Reference Conference; Seattle. 2000.

Keywords: ereference/ delivery technology/ hospital library

Abstract: Details the dég of research which investigates intermediation that occurs through an
asynchronous texttased computemediated method, such asmail and Web forms. Its main
objectives were (1) to investigate how and under what circumstances digitaiteserediary
interactions occur and (2) to identify factors that might affect these interactions.

46. Barkley, D. C. Public service guidelines in an electronic environment. Government Information Quarterly.

47. Baruth,

1998; 15( 1):7385.

Keywords: government libraries/ servigaidelines/ USA

Abstract: Proposes a new set of service guidelines for public information provision in US Federal
Deposit Libraries based on suggested guidelines of a ref oriented literature. The mission
statement offers new service guidelines, all oicivtare linked to the statement 'Our

commitment to quality public service will be demonstrated each time we interact with our clients
by ...." e.g. providing you prompt, courteous and accurate information provision regardless of
whether it is in person, &ithe telephone or viaraail.

B. Missing pieces that fill in the academic library puzzle: cuttdtge technologies can assure our
place in the big picture. American Libraries. 2002; 33(6):58

Keywords: academic libraries/ USA/ delivery heology

Abstract: Considers the impact of new technologies on the academic library. Briefly discusses
virtual reference services.

48. Basch, R. It's all in what you know: Internet information and expert referral services. EContent . 2002;

25(11):3438.

Keywords: ereference/ USA/ expert services/ role of librarian

Abstract: Presents an overview of Weéised expert referral services [i.e. ask an expert services],
which tackle anything from quick reference questions to complex and specialised consulting
assignments.

Author states thatutomated expertise works best when it operates on a controlled and
predictable knowledge base in which the language isdedihed and ther relationships among
concepts are known and can readily be mapp®dere it falls short is where bona fide human
experts excel in grasping complex ideas instinctively, transcending the lockstep logical
reasoning processes that can readily be programmed and making the intuitive leaps that no
softwarebased 'intelligent’ system has yeebeble to replicate.



49. Beales, D. I. Cyber libraries: building the perfect beast. Medical Reference Services Quarterly. 2002; 21(

4):49-56.

Keywords: ereference/ medical libraries/ USA/ web site design/ library instruction / information
need

Abstract Discusses the development of a ‘cybrary' or Web library, including a 24/7 reference
service, at the Lowell General Hospital Health Science Library, MA. Cybrary developed to
address the dual concerns of inaccessibility and-hfiars usage.

Web site design - suggested improvements to enhance accessibility.

User education and training - handson interactive training offered.

50. Bell, M. M. Managing reference-mail in an archival setting. College & Research Libraries News. 2002;

63(2):99101.

Keywords: ereference/ archives/ USA/ delivery technology

Abstract: Discusses thergail reference service at the University of Louisville's University
Archives and Records Centre.

51. Bennett, B. Developing an InterAeased reference service. Ensor, P., Ea Tybrarian's manual 2 .

52.

53.

54.

55.

56.

Chicago: American Library Association; 2000; pp. 153.

Keywords: ereference/ quality standards/ implementation/ service guidelines/ staffing/ staff
training/ evaluation

Abstract: Presents developmental issues, budgetingdayatibns, technology and staffing
concerns, common or recurring problems, and evaluation methods for an Hiesadtquestion
and answer service. Lists questions which need to be considered when implementing such a
service.

Quality indicators - user tansactions and service development and management.
Implementation - first step: decide what your mission and goals are i.e. audience, service scope,
response policy, febased or free service.

Guiding policies - confidentiality, response management, {affiliated usage.

--. Training manual for VRD Network Information Specialists. n.d.

Keywords: ereference / Virtual Reference Desk/ service guidelines/ staff traininggoairces/
service manual
Abstract: Virtual Reference Desk guidelines for mging to patron inquiries.

Bennett, B. A. Gendered questions: asking for directions on the information highway. Knowledge Quest.

1998; 26( 2):2425.

---. Handling the quirky questions: a model for reference service. Knowledge Quest. 1998242

---. Virtual Reference Desk Incubator: a demo. Virtual Reference Desk 2nd Annual Digital Reference

Conference; Seattle. 2000.

Keywords: ereference/ delivery technology/ expert services/ Virtual Reference Desk

Abstract: Discusses the VirtuReference Desk Incubator software developed by the Information
Institute of Syracuse and designed for stgrtAskA services that accept, route and answer
guestions via the Web. This paper describes the 'front end' for the public view, the ‘enhanced
view' for experts answering questions and the 'back end' for the administrators of the service.

Bennett, B. A.; Kasowitz, A., and Lankes, R. D. Digital reference quality criteria. Lankes, R. D.; Collins,

J. W., and Kasowitz, A. S., Eds. Digital refererservice in the new millennium: planning,
management, and evaluation. New York: N8ahuman Publishers ; 2000; pp-89.

Keywords: ereference/ quality standards

Abstract: Identifies and describes a set of quality criteria for digital reference seihiees

criteria presented are designed for the Virtual Reference Desk Network and represent a revision
of Kasowitz et al's (1999) 'Facets of Quality." Each of the criteria are defined and examples of
how each can be met are detailed.

(1) User transaction - accessible; prompt turnaround; clear response policy; interactive;
instructive.

(2) Service development and management - authoritative; trained experts; private; reviewed;
provides access to related information and publicise.

One key issue reflected inaaversion of the quality criteria is that any AskA service must



communicate policies and other decisions to users as a way to reduce confusion throughout the
process. Also stressed is the importance of evaluating the overall service and its components
swch as staff training programmes, staff performance and sewslieed resources.

57. Bennett, T. M. G. Appalachian State University Libraries' Ask A Librarian: a reference service for ASU
students, faculty, staff, and alumni. Internet Reference SeQuegterly. 2002; 7(1/2):898.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discusses thereference service at the Appalachian State University Libraries. They
use Zope, the PostgreSQL databasmad and the Web to aéf patrons the opportunity to
receive guidance from reference librarians whilst at a remote location.

58. Berube, L. Digital reference overview [Web Page]. 2003. Available at:
http://www.ukoln.ac.uk/public/nsptg/virtual/.
Keywords: ereference/implementi@an/delivery technology/staff training
Abstract: An issue paper from the UK Networked Services Policy Task group providing an
overview of digital reference issues.
x Planning for implementation - components:
§ staff training (advanced web skills, refece interview and procedure),
§ user orientation,
§ development of appropriate use and service level agreements,
§ identification of target audience,
§ user and use evaluation,
§ management and amrdination of the service e.g physical and virtual lmreg, quality control,
data
collection for evaluation
x Service delivery models - asynchronous (enail & web forms) and synchronous transactions
(chat, videeconferencing and digital reference robots): features and demands on resources e.g.
training, stafing, ereference skills, budgets
x Staff training - effective and efficient info research skills; service deliversesource
expertise; mgt of user expectations and demands.
x Privacy and Legal issues - data protection; confidentiality; tese of info; tansaction and
content compliance; intellectual property rights; liability/third party claims and warranty of info.

59. Billings, H. Remote reference assistance for electronic information resources over networked
workstations. Library Hi Tech. 1994; 11)(77-86.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Describes the implementation of a reference service to remote users of the University
of Texas at Austin General Libraries. The testbed for the project wasRGDDndwork
delivering US government information.
Project concept - the provision of remote reference librarian intervention to assist the user by
demonstrating the effective usage of software and data.
Evaluation - concept of remote reference assistance proiadge but several improvements and
modifications of the functional prototype would be useful. These are listed.

60. BivensTatum, W. Expert services on the Web. College & Research Libraries News. 2001; 62726714
Keywords: ereference/ expert senés
Abstract: Discusses some AskA services.

61. Blumenstyk, G. Libraries offer online reference services to one another. The Chronicle of Higher
Education. 2001; (22 May).
Keywords: ereference/ CDRS
Abstract: A brief news item discussing the LibraryGafngress Collaborative Digital Reference
Service.

62. Bodmer, B. Network of online librarians can provide answers, 24/7. The Princeton Packet. 2002; (15
March).
Keywords: ereference/ public libraries/ USA
Abstract: A news item reporting the introductioihQ and A New Jersey, thereference service
of the New Jersey Library Network.
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63. Bolger, P. Redefining the library website. Library & Information Update. 2003; 2(4#342

Keywords: ereference/ public libraries/ UK/ staff training
Abstract: Discuses the Gateshead Libraries' website, including its ASAP Livetimaldigital
reference service.

Staff training - key training requirements lie in teaching agents how to buy time and how to
close enquiries. Need to bring staff up to speed with SM®gwts ti respond in tune to the
Txting style increasingly adopted by younger users.

Recommends developing a collaborative and distributed library weblog.

64. Borchardt, K. and Croud, J. Digital reference service: a new service, or the next logiedtdteause in

65.

66.

67.

68.

69.

70.

Australia 2001; Gold Coast, Queensland. 2001.

Keywords: ereference/ academic libraries/ Australia/ implementation/ marketing/ staffing/ staff
training

Abstract: Discusses the steps in establishing a digital reference service, and diéseribes
University of Queensland's AskCybrarian service. Includes examples of various digital
reference desk projects.

Issues:-

(1) Parameters

(2) Promotion

(3) Staffing

(4) Management

(5) Administration includes section on quality, statistical maimance

Borisovets, N. Ask a Librarian annual report 1998/1999. 1999.

Keywords: ereference/ academic libraries/ USA/ service guidelines

Abstract: Annual report of the Rutgers University Libraries electronic reference service.
xCreation of a ,virtual team®™ to manage t he
x Ask a Librarian guidelines and proceduregtfih://newark.rutgers.edu/~natalieb/askguide.htm

x Use of a standard submission form aWdJs

x Analysis of questions submitted

Borisovets, N. Ask a Librarian annual report 1280. 2000.

Keywords: ereference/ academic libraries/ USA
Abstract: The annual report of the Rutgers University Libraries electronic reference service.

--. Ask a Librarian annual report 20@002. 2002.

Keywords: ereference/ academic libraries/ USA
Abstract: The annual report of the Rutgers University Libraries electronic reference service.

Borisovets, N. Ask a Librarian LIVE pilot project mp. 2002.

Keywords: ereference/ academic libraries/ USA/ delivery technology

Abstract: A report of a pilot project in which Rutgers Libraries allowed users to ask questions in
real time using Live Assistance, a wielsed call centre product. Issuesedirelated to: (1)
Equipment (2) Network problems (3) Software (4) Librarian/User interaction and a number of
recommendations made.

Bosseau, D. L. Digital reference services: virtual or real? Information Management Report. 2001;

(October 2001):4.

Keywords: ereference/ quality standards/ technical standards

Abstract: An overview of digital reference developments. Brief section on quality standards
reference made to one standard referred to as 'knowbit' designed to help structure the records to
help facilitate indexing and retrieval. Article stresses that the effectiveness of digital reference
will rest heavily on the development of standards that all participants can utilise.

Boston Library Consortium. 24 x7 Reference Task Force fipairte 2002.

Keywords: ereference/ academic libraries/ USA/ collaboration/ delivery technology/ service
guidelines/ evaluation / quality standards
Abstract: Final report of a task force charged with building a 24/7/365 information service for the
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http://newark.rutgers.edu/~natalieb/askguide.htm

Boston library Consortium, an association of academic and research libraries.
Recommendations: (1) Software features (2) Management structure and responsibilities
includes section on service policies, standards and guidelines (3) Evalustttistical analysi,
transcripts study, patron surveys and librarian surveys.

71. Botts, C. and Bauerschmidt, Reference issues exploration: electronic mail reference service. 1999.
Keywords: ereference/ academic libraries/ USA/ service guidelines/ staffing
Abstract A study addressingmail reference services in academic libraries, drawing on the
literature and a survey of academic libraries in the western US.
Conclusions from survey
x Expanding usage will demand increased resources for staffing
x Specific guidelnes will need to be put in place to ensure effective service

72. Bowman, V. The virtual librarian and the electronic reference interview. Internet Reference Services
Quarterly. 2002; 7(3)-34.
Keywords: ereference/ academic libraries/ reference ineawiUSA/ web site design/ role of
librarian
Abstract: Discusses the use of the library home page as a reference tool and its importance in the
online reference interview process. Details techniques based on common sense and good
manners which should beagsto conduct an effective reference intervigd) Greet the student
- home page should use clear language and provide information students most frequently use to
make the page inviting (2) Ask the right questiefibrarian's role in anticipating theost
frequently asked questions that will meet the needs of the majority of the users (3) Help locate
the best information making the language used to describe databases as clear as possible,
providing links to tutorials and pathfinders

73. Boyer, J. Vitual reference at North Carolina State: the first one hundred days. Information Technology
and Libraries. 2001; 20(3):1228.
Keywords: ereference/ academic libraries/ USA/ staffing/ staff training/ service guidelines/
information seeking skills
Abstrad: Discusses the North Carolina State University Libraries online chat reference service
using LSSI's Virtual Reference Desk.
1) Operation and management - staffing the service (physicality issues); need to move to 24/7
service; need for improved Web sifeatalogues, online services and tools.
2) Librarians reactions to ‘chat sessions’ - lack of nonverbal cues; slowness; juggling other
reference demands (overload)
3) Training issues - multi-tasking and accuracy
4) Policies - confidentiality policy for ser records
5) Info seeking skills - library tutorials required

74. Bradbury, D. and Payne, G. The OPAL Project: developing an online digital reference service for
distance learners. Library Hi Tech News. 2001; 18(9228
Keywords: ereference/ academlibraries/ distance learning/ UK/ OPAL/ delivery technology
Abstract: Introduces the Open University's OPAL (Online Personal Academic Librarian) project.
Remit was to develop some form of 24/7 automated system that could answer a significant
proportionof repeat and routine enquiries and possibly also link students to relevant info held on
library Web pages. 3 interfaces are being consideeadail based, welbased and chdtased.

75. Bradbury, D.; Payne, G.; Perrott, M., and Lunsford, J. The OPwiject: executive summary . The
Open University; 2002.
Keywords: ereference/ academic libraries/ distance learning/ UK/ staffing/ OPAL
Abstract: The executive summary of The Open University's OPAL project, which developed a
fully automated 24our queson-answer service by distance learning students.
Includes aost-benefit analysis: Staffed helpdesk vs OPAL. OPAL provides immediate
responses and is available 24/7 but not a replacement for the Learner Support Team. Also has
potential to dramaticallyeduce oubf-hours staffing costs.

76. Bradbury, D. C. and Payne, G. F. Building a generic framework for virtual Web assistance: OPAL.

Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing digital
reference services: settingstlards and making it real. London: Facet Publishing; 2003; pp.
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137-147.

Keywords: ereference/ distance learning/ academic libraries/ UK/ delivery technology/

evaluation / OPAL

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November

2001, Orlando, Florida.

Abstract: Discusses the OPAL (Online Personal Academic Librarian) virtual reference project at
the UK Open University.

Aims:-

x To develop an automated questamswer system

x To develop a service capable of responding & gaestions posed in natural language

x To build an application that helps to make the library site experience simpler and more
rewarding

x To ensure the system reduces the repeat and routine inquiry workload of staff, freeing them up
for more complex tds

x To ensure the system can be seamlessly and beneficially integrate with existing and future OU
Library electronic services

x To develop a generic system that is transferable to other libraries supporting distance students
Software - discussion of vadus types e.g. NERD (Newcastle Electronic Reference Desk),
Answer Garden and START. None deemed suitable and so pursuing the development of own
prototype.

Evaluation - aspects of the system to be evaluated: 1) Response accuracy 2) Comparision with
staffedHelpdesk 3) Usability and acceptability.

Implementation stage planned once evaluation completed July 2002.

77. Breck, E.; Burger, J.; House, D.; Light, M., and Mani, I. Question answering from large document
collections. AAAI Fall Symposium on Questidmswering Systems; North Falmouth, MA.
Menlo Park, CA: AAAI Press; 1999: 281.
Keywords: ereference/ delivery technology
Abstract: Presents a question answering system (Qanda) with a hybrid design, combining
techniques from knowledge representatiofgrimation retrieval, and natural language
processing.

78. Breeding, M. Providing virtual reference service. Information Today. 2001; 18{43.42
Keywords: ereference/ USA/ staffing/ service guidelines/ collaboration/ delivery technology/
CDRS
Abstrad: Discusses examples and features of virtual reference services.
1 Customer Relationship Management (CRM)new industry which involves software and
services that enable organisations to deliver personal assistance to remote customers. Examples
of sygems are eGain, LivePerson and WebLine.
2 Yeatures which need to be included in a virtual reference service: (1) Knowledge base e.g.
database of FAQs (2) Online chat/instant messaging-(8aiE(4) Cobrowsing: the ability to
interact and control the us€¢' s  We b b r -oonstrected niessagesK@) leogging and
statistical reporting to evaluate overall effectiveness
3 Jmpact of providing virtual reference on resouregstential for collaboration. Example of
CDRS given.
4 ptaffing issues - linked to hours service operates, few libraries have the resources to operate
24/7.
5 1.SSI Virtual Reference Deskbased on eGain and customised to meet library requirements.

79. Bristow, A. Academic reference service over electronic mail. College and Reséanaries News .
1992; 53(10):635632.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ service guidelines
Abstract: Discusses themaail reference service at Indiana University. Includes a section on
useful tips.
1) The email ref ®rvice must be part of a larger electronic framework
2) The service will be used most by people who have integrated computing into all aspects of
their work and communication
3) Describe the service as clearly and succinctly as you can
4) Include a descrtpn of service parameters
5) Describe pickup times



6) Pick up the messages regularly and monitor that responses have been sent
7) Cite the source your 'fact' comes from
8) This service will likely stimulate demand for other library services

80. Bristow, A. and Buechley, M. Academic reference service ovaad: an update. College and Research
Libraries News. 1995; 56(7):45862.
Keywords: ereference/ academic libraries/ USA/ service guidelines
Abstract: A further report on theraail reference servicat Indiana University, Bloomington.
See article written by Bristow entitled 'Academic reference service over electronic mail' (1992).
Recommendations:-
1) Consider closely your own campus networked information environment. Success in offering
ref assigance will be tied directly to how wefiositioned and integrated your service is to the
multiple points of entry a student may be offered to networked information systems.
2) If you move to more open networked environments such as the World Wide Walr as yo
primary information environment, define your primary clientele and make it clear to all who may
see your offer of assistance, who is actually eligible to receive it.

81. Bristow, A. and Liu, J. Academic reference service in the web environment.iRaofithis paper were
presented at IOLUG Fall Program, October 1999, and at CIC Reference Services Workshop,
May 2001.; 1999.
Keywords: ereference/ academic libraries/ USA
Abstract: A further report on theraail reference service at Indiana Universitjodnington,
offering some numbers and facts, a few technical and design matters, and some policy issues and
guestions.

82. Bromberg, P. Managing a statewide virtual reference service: how Q and A NJ works. Computers in
Libraries. 2003; 23( 4):281.
Keywords: ereference/ public libraries/ USA/ staff training/ library instruction/ evaluation
Abstract: Describes the development and management of New Jersey's live virtual reference
service, Q and A NJ, which involves 33 patrticipating libraries.
x Staff training - online practices
x Evaluation - via use of the transcripts (identify quality and good practice measures) and pop
up survey
x User support - live tutor support

83. Broughton, K. Our experiment in online, rémhe reference. Computeirs Libraries. 2001; 21(4):26
28,3031.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ Virtual Reference Desk
Abstract: Describes experiences in providing-teak online reference services to users at the
Bowling Green State Univeity library. Evaluates the use of the HumanClick application and
discusses the VRD product.

84. Broughton, K.; Hunker, S. D., and Singer, C. A. Why use Web contact center software for digital
reference? Internet Reference Services Quarterly. 200114(2):
Keywords: ereference/ academic libraries/ delivery technology/ USA/ information seeking
skills/ role of librarian
Abstract: Discusses briefly the impediments to offering a digital reference service using Web
based customer contact center softwar@®avling Green State University, Ohio), and then
focuses in detail on the potential this medium has for broadening the reference librarian's reach,
even as irperson contacts continue to fall.
User needs - (1) Help- using library resources, searching thiernet, constructing search
statements and evaluating information (2) Anonymous communication (3paset
communication removes barriers of disability.
Role of the librarian - concept of the 'roving librarian'

85. Bry, L. Setting up an AsknExpert service. 1997.
Keywords: ereference/ service manual
Abstract: Outlines the considerations in developing anaskxpert service based on the
documentation used by the MadSci Network administrators. Includes the following sections: 1)
Setting up a 'Ask-An Expert' service 2) Moderator scripts 3) Script functions 4) Creating a
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searchable archive 5) Errata (software). In addition, MadSci Moderators' Manual and the Mad
Scientist Network: Expert's Manual are included.

86. ---. Simple and sophistioad methods for processing large volumes of question and answer information
through the World Wide Web. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds. Digital
reference service in the new millennium. New York: Neahuman Publishers; 2000; ppl111
123.

Keywords: ereference/ expert services
Abstract: Discusses the MAD Scientist Network, a Veked AskA-Scientist service.

87. Bry, L. and Kelly, K. MadSci moderators' manual. 1997.
Keywords: ereference/ expert services/ service manual
Abstrad: A manual for moderators of the Mad Scientist Network.

88. Buck, C. Electronic mail reference services [Web Page]. 1999. Available at:
http://www.slais.ubc.ca/agses/libr500/fall1999/www_presentations/C_buck/
Keywords: ereference/literature review/service guidelines/reference interview
Abstract: A website, based on a student project, examining various aspeatsibfeference
service in libraries. The conteis based entirely on the literature.
Table of contents:-
1 Characteristics of electronic mailmethods of providing-enail reference; availability of
traditional reference services viamail;
2 Advantages and disadvantages -ohail RS;
3 Jhe email reference interviewguidelines for conducting;
4 Tipsfor implementing email RS- guidelines on provision, organisation and management;
5 Yhe Internet Public Library Reference Centen example of an-mail RS;
6 E-mail RS for librarians only;
7 YFuture trends in-enail RS- charging for the service; egdmenting with reatime interactive
video; increase in volume; future role of librarians; characteristicanwdie

89. Bury, S. CDRS panel presentation: the British Library experience. Third Annual Virtual Reference Desk
Conference; Orlando, Florid&001.
Keywords: ereference/ national libraries/ UK/ staffing/ staff training
Abstract: Presents the experiences and | essons
the Library of Congress®“s Col |l aboRrogett.iCoersDi gi t al
issues of staff buyn, internal monitoring and briefly mentions staff development and the
improvement of welsearching skills.

90. BushallowWilbur, L.; De Vinney, G., and Whitcomb, F. Electronic mail reference: a study. Reference
Quarerly. 1996; 35(3):35%63,366371.
Keywords: ereference/ academic libraries/ information seeking skills/ USA
Abstract: A study of the electronic mail reference service in three library units at the State
University of New York at Buffalo. Data gatherewiudes a snapshot of patron demographics,
guestion clarification and use patterns.

91. Butler, B. Designing a virtual reference desk: intellectual property considerations. Lankes, R. D.; Collins,
J. W., and Kasowitz, A. S., Eds. Digital reference seriricche new millennium: planning,
management, and evaluation. New York: N8ahuman Publishers ; 2000; pp-$09.

Keywords: ereference/ intellectual property/ USA

Abstract: Presentsitellectual property issues in the context of digital reference service.

Introduces AnswerBase, a collaborative reference publishing service that creates a database of
guestions and answers. Topics include taxonomies of digital reference answers and intellectual
property rightsholders, issues involving answers and owtiergoncept of ‘fair digital use', the
influence of the entertainment industry on intellectual property law, risk assessment and
management and ways to protect content and services.

92. ---. KnowledgeBit: a database format for reference Version 2.QualiReference Desk 2nd Annual
Digital Reference Conference; Seattle. 2000.
Keywords: ereference/ technical standards
Abstract: Examines the need for a common, standard data format for the management of


http://www.slais.ubc.ca/courses/libr500/fall1999/www_presentations/C_buck/

93.

94.

95.

96.

97.

98.

99.

reference transactions. The need is discussed froenspectives, that of major research

libraries, and that of a Welllased digital publisher, AnswerBase Corporation. This paper
describes and defines the Knowledge Bit reference format. The KBIT format includes 4 levels of
guality evaluation for source$ mformation provided as answers: the item itself, the work from
which the answer was taken, the author of the work and the publisher of the work.

Calff, J. Does it always make sense? International collaboration and 'global' knowledge basé®imcele
reference servicesa European, 'other language' perspective. Virtual Reference Desk Conference
2002; Chicago . 2002.
Keywords: ereference/ national libraries/ Netherlands/ collaboration
Abstract: Discusses international collaboration in el@itroeference and the use of common or
shared knowledge bases. The approach is from a European perspective, with special attention for
an ‘other language' (i.e. non English) point of view.

Calishain, T. New Google Answers service raises a few questibits own. Information Today. 2002;
19(6):50.
Keywords: ereference/ USA/ commercial services
Abstract: Brief article reporting on the new Google Answers service, where external researchers
respond to the questions.

Campbell, J. D. Clinging tadaditional reference services: an open invitation to Libref.com. Reference &
User Services Quarterly. 2000; 39(3):2237.
Keywords: ereference
Abstract: A critical assesssment of the future of reference. Examines 3 external forces that are
reshaping tl nature of reference needs: (1) The migrartion of learning into the asynchronous
environment (2) The arrival of the Wdidased generation (3) The 'DEIOMing' of education

Cargill, J. The electronic reference desk: reference service in an elegtmitdc Library Administration
& Management. 1992; 6(2):835.
Keywords: ereference
Abstract: Forecasts future developments for reference services in the electronic environment.
Addresses: 1) Changes in the philosophy of ref services and the typeafiieés offered 2)
Accessing ref services 3) The physical configuration of ref service points 4) Management of ref
services and service points.
Conclusion need to focus and personalise ref services to meet the needs of various
constituencies more effeeély and must redirect energies from collection building and
bibliographic control to concentration on information management and access that will satisfy
curriculum and research needs.

Carlson, S. New service allows the public to pose referencé@psegithout visiting the library.
Chronicle of Higher Education. 2002; (31 May).
Keywords: ereference/ QuestionPoint
Abstract: Announces the launch of the Library of Congress/OCLC QuestionPoint service, a
‘revvedup’ version of the Collaborative DiglitReference Service.

Carter, D. S. and Janes, J. Unobtrusive data analysis of digital reference questions and service at the
Internet Public Library: an exploratory study. Library Trends. 2000; 49(22851
Keywords: ereference/ information seelgrskills/ USA
Abstract: Presents the results of an exploratory study attempting to establish a methodology for
the unobtrusive analysis of a digital reference enterprise.
Findings:-
1 Users had difficulty assigning subject categories to their questions
1 Users had difficulty determining whether they are factual or require sources for assistance
1 These decisions were often overridden by question administrators
1 Tiered reference see
Conclusions:-
1 Design reference question intake form with automatic data analysis method in mind

Carterette, B. and Feldman, S. Implementing KnowltNow24X7.net in 90-dmysust! Lankes, R. D.;
McClure, C. R.; Gross, M., and Pomerantz, J., Edplementing digital reference services:

1€



setting standards and making it real. London: Facet Publishing; 2003;-pf295

Keywords: ereference/ public libraries/ USA

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 INovember

2001, Orlando, Florida.

Abstract: Describes the implementation of a live Web reference service by the Cleveland Public
Library and the CLEVNET consortium.

100. Casado, M. Delivering library services to remote students. Computers in Libraries. 200122344363
38.
Keywords: distance learning/ academic libraries/ USA/ delivery technology
Abstract: Discusses library services to distance learning students at the University of Tennessee.
Topics include the use of videoconferencing for interactive referesstoss.
Delivery methods:-
1) Using AOL Instant Messenger (chat technology) to receive questions
2) Posting info on the Of€ampus Library Services Web padeas a special feature, an
electronic request form that students can use to request bookses obpirticles.
3) Adoption of Centra Symposium software to conduce ‘cyberclasses’, allows for shared
browsing.
4) Use of Courselnfo, a course management system that allows synchronous and asynchronous
connections to course materials.
5) Use of videoconfencing for interactive ref sessionmain problems: bandwidth, connections
too slow.

101. Chou, M. and Zhou, O. Examining the impact of DMCA and UCITA on online reference service. Lankes,
R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implémgedigital reference
services: setting standards and making it real. London: Facet Publishing; 20035f@p. 47
Keywords: ereference/ copyright/ USA
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Flada.
Abstract: Examines the impact of the Digital Millennium Copyright Act (DMCA) and the
Uniform Computer Information Transactions Act (UCITA) on online reference services in the
USA.

102. Chowdhury, G. C. Digital libraries and reference servicesgpiteand future. Journal of Documentation.
2002; 58( 3):25&83.
Keywords: ereference/ literature review/ role of librarian/ information seeking skills
Abstract: Looks at theurrent state of research in personalised information services in
digital libraries. Proposes some new areas of research that may be undertaken to improve the
provision of personalised info services. Central theme = the conception of an automated DL that
disintermediates all the services that ref librarians now provide. Asks whdtesiole of DLs
be? Should they stop providing RS altogether or shd they concentrate only on certain types of ref
guestions?
Role of librarian?
Stresses need for personalise services/intermediaries and in absence of these, the provision of
enduser instuction on the use of DLs.
Computers cannot replace the skills required in the case of complex info searches.
However significant improvements in the emser search facilities provided by electronic
database search services and Web search engines hdieslriestihe need for human
intermediaries in info searching being diminished.
Web services
Characteristics/nature type of communication; cost; expert advice; subject specific services.
Search engineé\sk Jeeveas a useful model for DL ref and info se®s i.e. techniques and
technology used.
Personalised services - current research
DLs have very good info access and retrieval mechanisms in place but almost no provision for
quality ref and info services.
Personalised service initiatives:
fthe North Car ol i MgLibtdny@NCStatgartal gpplicatidny ar y " s
1 MyLibrary, a Cornell University Library initiative;
1 Headline, an eLib Programme Phase 3 project.
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103.

104.

1065.

106.

Major objective of these research projects is to allow users to persdbalamess so that they
can view their preferred resources and hence info is automatically filtered.

Also the DWE project (Digital work environment) developed at Nanyang Technological
University in Singapore to provide filtered access to the local Diecidins, to remote DLs, to
traditional libraries and to the university intranet.

Question answering systems

Being developed with aim of providing answers to natural language questions.

Evaluation of DLs and their services

Not many been undertaken.

Most praminent publications reporting evaluation expts appeaitirary Trends(2000).
Saracevic (2000) DLs still at stage of research and evolutietuest practice standards have
yet to develop against which the performance levels are to be measured.

Studiesexamining enelser searching behaviour detailezbntrasting findings: need for user
training and assistance in online searching versus no assistance required.

Link to the need to provide personalised services.

These studies assist in design of DL sesic

Ciccone, K. Guest editorial: virtual reference, today and tomorrow. Information Technology and

Libraries. 2001; 20( 3):120

Keywords: ereference/ USA

Abstract: An editorial for an issue that provides reports from pioneers of virtual reference
services, takes a look at problems yet to be solved and attempts to imagine what virtual reference
might be in the future.

Cichanowicz, E. M. Sunday Night Live! An experiment in live reference chat. Nylink Connection. 2001;

3(2):89.

Keywords: ereference/ public libraries/ USA/ delivery technology

Abstract: Discusses the launch of the Suffolk Cooperative Library SystemBadeat reference
services. Includes a section lessons learned: (1) Need for librarians to have access to
electronic subziption databases (2) Importance of reliable software (chose HumanClick)

---. Sunday Night Live! An experiment in real time reference ebata shoestring budget. The

Charleston Advisor. 2001; 2(4):481L.

Keywords: ereference/ public librariesfelivery technology/ USA

Abstract: Discusses the implementation of a dizsed online reference service, by the Suffolk
County public libraries in New York. Very similar to article by same author in Nylink
Connection.

Clark, J. M. Analyzing emnail reference service in a museum library: the experience of Colonial

Williamsburg's John D. Rockefeller, Jr. Library. Lankes, R. D.; McClure, C. R.; Gross, M., and
Pomerantz, J., Eds. Implementing digital reference services: setting standards and meing it r
London: Facet Publishing; 2003; pp19.

Keywords: ereference/ museums/ North America

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November

2001, Orlando, Florida.

Abstract: Describes theraail reference service atauseum library in Virginia, USA, and

discusses the results of a survey of the reference services at 10 other North American museums.

107. Co-East. Ask a Librarian: manual for participating libraries. 2002.

Keywords: ereference/ public libraries/ Ukservice manual
Abstract: Information for participating libraries or those considering participating in Ask a
Librarian. the UK's electronic reference library.

108. Coffman, S. Distance education and virtual reference: where are we headed? Compilieas@s.L

2001; 21(4):2ee5.

Keywords: ereference/ distance learning/ USA/ delivery technology/ staffing/ reference

interview

Abstract: Discusses changes in distance education and the resulting need for new types of library
services. Topics include new Wbased contact centre software, virtual reference interviews,

online reference services, etc.
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Technology 1) videoconferencing: expensive and complicated 2)bad®ed courseware

programmes e.g. WeBT and Blackboard: not well adapted for @éneone referace use; limited

ability to share content online; no provision for knowledge bases, scripted chat messages,
bookmarks 4) ena i | reference services: doesn"“t provide
expectation); it"s diff i demehceinterdewarditplacesmosany ki r
of the burden of answering the question squarel
user to information and not designed for higilume questioranswering services 6) Wdlased

contact centre software: signed expressly for answering questions and providing live,

interactive customer service on very higaffic ecommerce sites. Features biidltkknowledge

bases; extensive customer profiling and system reporting and analysis tools.

New models for libraries/Staffing issues - the move to reference online has meant there is less
reason to maintain expensive buildings. I ntr oc
libraries as they currently do to electronic databases. The role of the plipsioglas a

warehouse for books staffed by paraprofessionals/outsourcing. Restructing of staff substantially
reducing the cost of library operations

109. ---. Going live: starting and running a virtual reference service. Chicago: American Librargi&sm;
2003. ISBN: 88389-08500.
Keywords: ereference
Abstract: Presents all of the information that librarians will need to research, plan and implement
a virtual reference service.

110. ---. Reference as others do it. American Libraries. 199%)3%56.
Keywords: ereference/ delivery technology/ USA
Abstract: Suggests that the call centre model could be used for library reference services.
Discusses the features of call centres which are designed to streamline and optimise the question
handlirg process: (1) centralised staff and specialised teams (2) Interactive Voice Response (3)
automated call distribution (4) question analysis (5) sophisticated software (6) training and
monitoring.
Looks at what libraries could learn from call centres:Béiter data on reference process (2) A
centralised telephone reference centre (3) Networked reference opportunities
Conclusion - need for libraries to find better and less expensive ways to provide reference
services.

111. ---. So you want to do virtuaieference? Public Libraries {Ebraries Supplement, Sepct). 2001; 1420.
Abstract: Examines the practical details of setting up live online reference services in libraries.
Software - chat software, Web conferencing software and Web contact centrausoftissue of
privacy. Features and limitations. Applications other than online reference services.
Staffing issues - physical location; impact of 24/7 service.
Collaboration - cost benefits, expertise sharing versus coordination difficulties.
Marketing - using more than just the Web site e.g. links on other Web sites

112. ---. We'll take it from here: further developments we'd like to see in virtual reference software.
Information Technology and Libraries. 2001; 20( 3):1143.
Keywords: ereferencelCDRS/ eresources/ delivery technology
Abstract: Discussion of virtual reference software currently available and the further
developments needed. Coffman is Product Devlopment Manager, Virtual Reference Services at
LSSI.
Software - application features;o-browsing and collaborative capabilities; communication
technologies (limitations of chat services); Voice over Internet Protocol (VolP); ability to
maintain complete transcripts of reference sessions (evaluation purpose)
Networked Reference Services - ability to tap into expertise; sharing of resources; CDRS.
E-resources - Knowledge basesreation of FAQs based on transcripts; need to get hard copy
into electronic format; ability to annotate sources; licensing issues multiple/simultaneous user
issues

113. ---. What's wrong with collaborative digital reference? American Libraries. 2002; 33(88:56

Keywords: ereference/ USA/ collaboration/ quality standards
Abstract: Looks at the downsides of collaborative digital reference networks (1) Cooperative
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cataloguing systems cost cataloguers' jobs (2) Cumbersome nature (3) Establishing and enforcing
standards (4) Compromise. Brief section on quality standards. Examines the challenges facing
collaborative reference networks.

114. Coffman, S. and McGlamg S. The librarian and Mr. Jeeves. American Libraries. 2000; 31(6R66
Keywords: ereference/ USA/ commercial services/ delivery technology
Abstract: Discusses the availability and quality of commercial Was®ed reference services and
the decline idibrary reference service statistics. Describes th& Réference Project in
Southern California, which aims to help libraries develop-tiead reference services over the
Web by adapting Web contact centre software.

115. Coffman, S. and Saxton, M. Btaffing the reference desk in the largdlgital library. The Reference

Librarian. 1999; (66):14163.
Keywords: ereference/ public libraries/ USA/ staffing
Abstract: Examines how a centralized, networked reference service might improve efficiency and
reduce costs by addressing 2 lesignding problems with the reference process; librarians spend
only a small portion of their time at the reference desk actually answering question and that many
of the questions they do answer could be handled by pdeapianals. Compares traditional
reference services at the County of Los Angeles Public Library with a commercial inbound call
centre designed to handle the same volume of questions.
Conclusions:-

1A)networked reference service based on the call cemddel might allow the same level of
service to be provided but with far fewer staff and at lower salary cost.
2 First though need to know a lot more about the kinds of questions people are asking and
secondly must have much better measurements of retetprestions and the entire reference
process. In addition need to know much more about the cost of the equipment, network and
other infrastructure that will be required to support the call centre model.
3 Balary savings may be illusory due to the inseeedemand which would potentially result
from the introduction of a networked service

116. Collins, K. L. K. and Takacs, S. N. Information technology and the teaching role of the college librarian.
Huang, S. T., Ed. Modern library technology and refeeeservices. New York: The Haworth
Press, Inc.; 1993; pp. 41.

Keywords: library instruction/ academic libraries/ USA/ information literacy/ role of librarian
Abstract:Reviews the ways in which new information technologies have already placed

increasing demands for instruction on reference staff in college libraries. It describes how
college librarians are attempting to meet the demand through different approachesserend
training and evaluates the methods most likely to foster self directednigdetaviour.

Details3 types of instruction options: 1) Peefto-peer 2) Group 3) Computaided and media
based.

Conclusion librarians must:

1) Be knowledgeable about and keep current in, computer technology in general and about the
library systems imparticular.

2) Be comfortable with presenting info in a variety of settings and adapting material to the
learning styles of their audiences.

3) Be able to quickly assess what students are really looking for.

4) Ascertain a way to teach students info resesiin such a way that the info conveyed is not
limited to a particular search/source but will give students something to take away with them that
can be applied to future info needs.

117. Colvin, G. Remote, accessible, and on call: reference libragatise. Florida Libraries. 2001; 44(1):40
12.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discusses thereference services at three Florida university libraries using various
types of software (Conference Room, M{@&sel and call centre)

118. Connor, E. Realime reference: the use of chat technology to improve point of need assistance. Medical
Reference Services Quarterly. 2002; 21 (41
Keywords: ereference/ academic libraries/ medical libraries/ USA/ delivariyrtelogy
Abstract: Discusses chbtased reference services in academic and medical libraries in USA.
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Challenges faced by libraries offering chat reference :-
(1) Evaluating and testing software

(2) Training and scheduling staff

(3) Maintaining privacy andonfidentiality of users

(4) Marketing and evaluating services

119. Coon, B. and Wojtowicz, R. Electronic reference: trends and considerations. PNLA Quarterly. 2002;
67(1):1719.
Keywords: ereference/ academic libraries/ USA/ information seeking skiliplementation/
staff training
Abstract: Considers virtual reference services, particularly chat services, at academic libraries.
Addresses the following questions: (1) What are the major needs of users? (2) Why need virtual
reference services for acadertibraries? (3) What are the advantages of virtual reference for
academic libraries? (4) What are some of the features to seek in software? (5) What knowledge
and skills should libraries have for successful virtual reference? (6) What are some of the
administrative considerations for virtual reference? (scheduling and staffing)
User needs - how to use the OPAC, what indexes and databases to use and how to navigate these
databases and how to use the ILL service.
Required librarian skills - (1) Ability to multitask (2) IT problem solving (3) Good
communication skills (4) Ability to conduct shorter reference interviews (5) Familiarity with
resources (6) Ability to evaluate software (7) Commitment to continuous learning

120. Coonin, B.; Diamond, W.; Friedmag. R.; Hankel, M.; Spurling, L., and Oppenheim, M. R. Serving
business distance education students: a checklist for librarians. Reference & User Services
Quarterly. 2001; 41(2):144
Keywords: distance learning/ academic libraries/ USA/ service guidlataffing/ copyright
Abstract: Achecklist developed by the Distance Education Guidelines (DEG) Committee of
the Business Reference and Services Section (BRASS) of the Reference and User Services
Association (RUSA) of the American Library Associati@&ased on a survey of 57 institutions
offering business distance learning courses.

Aim was to investigate whether the challenges of business distance learning students and faculty
are similar to, or different from, those faced by students inbuminess dciplines. A checklist

was developed to help librarians think through what is needed to offer services to their business
distance learning users. This checklist complements the ACRL Guidelines but in addition,
emphasises important issues and concermsifag business librarians. In addition, a set of
recommendations for future professional action is included to address broader issues such as
accreditation standards, information literacy, copyright and licensing.

Checkilist:-

x Develop and articulate a séce plan

x Consider how the distance education environment affects your relations with faculty

x Consider international aspects of registration (language differences and cultural
communication concerns)

x Consider technical and licensing implications

x Evaluate your Web presence for ease of use at a distance

x Investigate a high evel | ink off the Business School
x Make necessary adjustments for instructional methods used in courses

x Consortia and other egperative agreements potential for

x Consider what kind of bibliographic instruction will be provided and how it will be delivered

x Consider carefully issues surrounding the provision of historical and extensive statistical data
x Make provisions for collecting statistics and evaluatingisesv

Recommendations for future professional action:-

x Accreditation - get involved in the AACSB accrediting process.

x Information literacy - the need for library instruction to enable users to assess and critically
evaluate information.

x Copyright and licensing - the need for unified professional action

C g W

121. Cooper, R.; Dempsey, P. R.; Menon, V., and Millddartula, C. Remote library usersieeds and
expectations. Library Trends. 1998; 47(1):42
Keywords: academic libraries/ distance learning/ UStAffing/ role of librarian/ information
seeking skills/ literature review
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Abstract: Aliterature review followed by a more detailed account of library services to distance
learners at the DePaul University in lllinois. Proposes that there is a neétddahs to focus

on who is using the electronic information resources, how they do so and what are their needs
and expectations in order to promote user satisfaction. They must recognise thatdize one
fits-all approach is likely to failusingonegu p“ s i nf or mati on needs as th
determining services offered to all is inappropriate.

Customer service expectations - 2 types: 1) Service as an end result or outcome that involves
reliability or the ability to perform a promised servimeth dependably and accurately 2) Service
process, which consists of the following dimensions assurance; responsiveness; empathy and
tangibles e.g. the appearance of the physical facilities. Each dimension of expectations is likely
to involve 2 servicedvels a) the desired service level and b) the adequate service level. Link
with service quality.

Customer needs - OPAC users needs: mastery of the technology used to provide access and
familiarity with the system structure and commands. Need for-pbinéed instruction and

hence staff must be knowledgeable in system interaction.

Remote user needs:-

x Constant, roundhe-clock access to online databases mounted orftisadly systems

x 24 hour help desk or technical support

x A personal relationship ith library staff

x Extensive information describing specific resources and the full range of service available at
the ,home" | ibrary

Distance learner needs:-

x A greater range of services provided by library staff e.g. conducting online database searches
and preparing packets of information with less emphasis oseelice

xTo use a variety of I|libraries in addition to t
x To learn what other libraries can do for them

Implications for library staff:-

x |dentify discrete groups of users

x Differentiate between the needs and expectations-sftercustomers and those of remote

users as well as within the total population of remote users

xGauge users" needs and expectations using mear
x Help socéalise customers to understand and act out their role in the service delivery process

x Inform/educate users of services available from the home and other libraries and their
respective costs

x Establish formal relationships with other libraries to prowdevices and resources to distance
learning students

Staffing issues - Need for knowledgeable staff able to engage in effective and extensive user
communication and function as troubleshooters for hardware and software.

Role of librarian - no longer that bintermediary between consumers and commodities but

rather between learners and resources; role in expectations management.

122. Corrigan, A.; Diamond, T., and Hill, J. B. Electronic reference service trends among Louisiana academic
libraries. Louisiand.ibraries. 2002; 65(1):3.2.
Keywords: ereference/ academic libraries/ USA
Abstract: Reports the results of a 2001 survey to examine the current status of traditional and
electronic reference service in Louisiana academic libraries.
Findings:-
(1) Decliring use of traditional reference services.
(2) E-mail reference service very common.
(3) Minority providing digital reatime reference services.

123. Cote, D. The online college library: an exploration of library services to distance education students.
Community and Junior College Libraries. 2001; 10(2)761
Keywords: ereference/ academic libraries/ distance learning/ USA/ reference interview/ role of
librarian/ delivery technology
Abstract: Discusses a pilot project at the College of DuPage Litirargxplored online
methods of providing library services, including reference services, to distance learners.
Services were offered through a Web site and focused primarily on the effectiveness of librarians
communicating with students online, librariparticipation in online courses and the
incorporation of library resources into the online curriculum. Each service is described and
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recommendations for implementation into dedicateetafhpus library programmes are offered.
Reference services:-

x Refaence Question formserves as a mini reference interview and is necessary.

x Instant Messaging (Online paging and +&ale chat) simple and effective method of
communication but should either be used by appointment only or at the reference deskmomput
where it is assured that all pages will be answered.

x WebBoard viewed as surplus to requirements.

x NetMeeting- form of videoconferencing; physical location of software and equipment
restricting.

x In person, email or by telephoneweb formforap oi nt ment s; | i brarian®"s d
web page; tolfree number to contact reference desk.

Circulation services, research help, instruction, marketing, course integration and feedback also
discussed.

124. Crawford, G. A. and White, G. W. Migrating tnternetbased reference services: issues for the smaller
academic library. Internet Reference Services Quarterly. 1998; 3@):3
Keywords: ereference/ academic libraries/ USAfesources/ copyright/ implementation
Abstract: Discusses the migratianlhternetbased reference services at the Heindel Library at
Penn State Harrisburg. Examines management issues, user issues and collection development
issues.
Management issues - 3 of paramount importance: 1) budget 2) info delivery and copyright 3)
mairtenance of the infrastructure. Costibscription, equipment, telecommunications charges,
printing costs, network costs.
User issues - demand for user independence, growing numbers of remote students, instructional
requirements, identifying skills leel
Collection development issues - decision making criteria when purchasing info in electronic
format; cancellation of materials, computer equipment for access, user licences.

125. Crossfield, N. L. Digital referencethe nextnew frontier. Latitudes.@1; 10(3).
Keywords: ereference/ USA/ implementation/ staffing/ service guidelines/ staff training
Abstract: Summarises presentations made at an NCNMLG/MLGSCA Joint Meeting in San
Francisco, on the subject of digital reference.
Implementation issues:-
(1) Technology considerationselecting software best suited to the library's needs, cost, library
hardware and line speed and later technical support.
(2) staffing- how many, where located
(3) Policy developmentlevels of service, user confidentialitplestion management, networked
or not?
(4) Staff training- changing nature of the reference interview, familiarity with newer software
applications, multitasking.

126. Cunningham, S. J. Providing Internet reference service for the New Zealand DigitayLgaining
insight into the user base for a digital library. Proceedings of the 10th International Conference
on New Information Technology; Hanoi, Vietnam. 1998.
Keywords: ereference/ New Zealand/ delivery technology
Abstract: Discusses anmail reference experiment with the computer science collection of the
New Zealand Digital Library.

127. Curtis, S.; Mann, B., and Cooperative Reference Services Committee. Cooperative reference: is there a
consortium model? Reference & User Services Qugrt2002; 41(4):344849.
Keywords: collaboration/ USA
Abstract: Discusses the results of a survey of current cooperative reference initiatives in the
USA.

128. D'Angelo, B. J. Assembling and managing virtual libraries. Library Technology Reports. 2B} -
60.
Keywords: ereference/ implementation/ staffing/ quality standards/ library instruction/ delivery
technology
Abstract: Contains 5 sections: (1) What is a virtual library? (2) Planning, assembling and
managing a virtual library (3) Kentucky Mirdl library profile (4) Florida Distance learning



129.

130.

131.

132.

133.

134.

reference and referral centre (5) Future developments

Planning, assembling and managing section - considerations when beginning/considering a
virtual library=-

(1) Planning mission and scope; stakeholddisieline; communication; evaluation and
assessment

(2) Management and Fundirgrganisational structure; staffing

(3) Technology infrastructuresystem integration; commercial services; authentication; interface
design and usability (briefly discussa&andards)

(4) Content and service developmeetectronic resources; guides and information pages;
resource sharing; reference (software options)

Appendix A is a checklist for planning, assembling and implementing a virtual library.

D'Angelo, B. Jand Maid, B. M. Service from a distance: the use of information technologies in support
of off-campus students. CAUSE98 Conference; Seattle. 1998.
Keywords: ereference/ academic libraries/ distance learning/ USA
Abstract: Discusses the Virtual LibralPyoject on ArkMOO at the University of Arkansas, which
includes a reference service. Examines the use of one form of networked information technology,
a multruser objecbriented environment, to provide composition tutoring and library services to
distarce learners.

---. Virtual classroom, virtual library: library services for an online writing laboratory. Reference & User
Services Quarterly. 2000; 39(3):2283.
Keywords: ereference / distance learning/ academic libraries/ USA
Abstract: Explore the use by a library of multiuser domain, objgéented (MOO) technology
in collaboration with the Online Writing Laboratory at the University of Arkansas. This included
the provision of a redime reference service via an online reference desk.

Daniels, W. and Scardellato, K. Past into future: capturing library expertise in a virtual library. 1999;
17(2):181188.
Keywords: ereference/ public libraries/ Canada/ delivery technology
Abstract: Reports on an initiative being carried out at TorBwiolic Library, to create the
Virtual Reference Library. Discusses the first service to be off@adnce Neas well as the
VRL and its precursor servic&/orld Vue.

Daugaard, V. Net Librarian: a Danish national online information servicaud¥iReference Desk 2nd
Annual Digital Reference Conference; Seattle. 2000.
Keywords: ereference/ public libraries/ Denmark
Abstract: Discusses Net Librarian, an Interbased information service run in cooperation by
three Danish public libraries andpgported by the Danish Library Authority. The challenges
encountered such as limited financial resources, marketing and consistency of service among 3
separate organisations are outlined.

Davenport, E. Knowledge management issues for online orgianisacommunities of practice' as an
exploratory framework. Journal of Documentation. 2001; 57(1J%1
Keywords: ereference/ academic libraries
Abstract: The author analyses fieldwork in three online communities (including a digital library
service inan academic library) to discover to what extent they may be described as communities
of practice, and to establish how they support participant's learning.

Davenport, E.; Procter, R., and Goldenberg, A. Distributed expertise: remote refererue ey
metropolitan area network. The Electronic Library. 1997; 15(4}y27.
Keywords: ereference/ academic libraries/ staff attitudes/ UK/ collaboration/ delivery
technology/ information seeking skills
Abstract: Explores the nature of reference workhie digital library in the context of the
enhanced regional communications available through EaStMAN (the Edinburgh and Stirling
Metropolitan Area Network) which links regional higher education institutions. This paper
presents the results of an invgation of the experiences of users and the work patterns of
librarians. These are related to the design rationale of a prototypé&¥get network ref
consultation support system.
Delivery technology - evaluates videoconferencing andhail in terms of dectiveness,
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responsiveness and avalability.

Library staff attitudes: 1) worries about their competence to deal with new technology 2) alarm
about the possible intrusiveness of some forms of interaction (video) 3) the project's possible
longer term implictions for employment.

135. Davenport, E. R. and Procter, R. N. The situated intermediary: remote advice in a distributed reference
environment. Proceedings of the 18th National Online Meeting; New York. Medford, NJ:
Information Today, Inc.; 1997: 11823
Keywords: ereference/ academic libraries/ UK/ role of librarian
Abstract: Explores the nature of academic reference work in the digital library and the role of the
reference librarian in distributed environments where users serve themselves rentbgely in
context of the Edinburgh and Stirling metropolitan area network.

136. DeCandido, G. A. Eeference: closing in on 24/7. 2001; A Public Library Association Tech Note.
Keywords: ereference/ USA/ implementation/ service guidelines
Abstract: An oveview of ereference developments. Contains a brief section on implementing a
new service template offered: (1) Keep the service focused on its mission (2) Keep it simple (3)
Use offthe-shelf software (4) Don't expect an overwhelming number of users.

137. Dee, C. and Wellik, K. E. Current environment of hospital library reference: Pamrds for the future.
Medical Reference Services Quarterly. 2001; 20( 1789
Keywords: ereference / USA/ quality standards/ role of librarian/ evaluation
Abstract: Describes the current state of reference service in hospital libraries-nsailg e
interviews. Specific questions involved quality of service, user preferences, funding issues and
trends.
Quality instruments e.g. periodic user surveys, discussibggocus groups, benchmarking.
Role of (hospital) librarian:-
(1) Librarians will need to hone their teaching and coaching skills as they spend a higher
percentage of their time teaching users to use resources effectively.
(2) Librarians will need to leamegotiation skills to deal with the constantly changing
marketplace.
(3) Librarians will need to collaborate with other librarians to increase their collective bargaining
power.

138. Deegan, E. Conducting the reference interview-yad and the intraet. SLA Annual Conference ;
2000.
Keywords: ereference/ reference interview/ government libraries/ USA/ implementation
Abstract: A panel presentation outlining thenail reference interview process at the US
Department of State International Informati®rograms Bureau. Includegggestions for those
who are interested in implementing an e-mail reference service: (1) Hire a software
application developer to work full time while you are launching yemad reference service (2)
Don't think you can artipate all of the problems (3) Assemble a permanentesain of
information professionals to advise the software developer about database content and design (4)
Market your new amail reference service to your clients and keep them informed of all
subsequet changes that impact them.

139. Dempsey, K. Quick queries continue: US libraries are getting the message when it comes to customer
service. Information World Review. 2001; (174):10.
Keywords: ereference/ USA
Abstract: Includes a brief discussion tie tuse of chat reference services in US libraries.

140. Dent, V. F. Technology provides innovative reference services at University of Michigan libraries.
Research Strategies. 2000; 17(2/3)-193.
Keywords: ereference/ academic libraries/ USA/ deliy technology
Abstract: Discusses the Interactive Reference Assistance project at the University of Michigan.

141. Desai, C. M. and Fagan, J. Instant messaging referenceNixon, C., Ed. Proceedings of the 17th Annual
Computers in Libraries Conference; Wasgton, DC. Medford, NJ: Information Today, Inc;
2002: 5259.
Keywords: ereference/ academic libraries/ USA/ role of librarian



Abstract: Describes Morris Messenger, an instant messaging reference service at the Morris
Library at Southern Illinois Univeity Carbondale. Details some of the challenges facing
librarians: (1) Encouraging patrons to submit complete sentence or question queries (2)
Encouraging patrons to stay on line long enough to receive complete answers (3) Encouraging
patrons to acceptitidiographic instruction (4) Integrating online reference with traditional
services to prevent staff overload.

142. Devine, S. and Woods, D. InterAmised reference services and community libraries: a need for new
models and strategies. The Electronilerry. 1996; 14( 4):29302.
Keywords: ereference/ public libraries/ USA
Abstract: Examines emerging Intersietsed strategies for community libraries and suggests the
need for a new set of information access models. Discusses database pricing moyled$tc
and usage tracking, cost recovery, patronseifice and community marketing.

143. Diamond, W. and Pease, B. Digital reference: a case study of question types in an academic library.
2001; 29(3):21ep18.
Keywords: ereference/ academic libias/ user needs/ USA
Abstract: An analysis of digital reference questions received over-gdaaoperiod at California
State University.
Conclusions:-
(1) Users ask similar questions whether in person or viaraailereference service
(2) A full range ofguestions, generic to specific, are asked and therefore limiting digital
reference service to 'ready reference' questions alone does not adequately meet users' needs

144. Diaz, K. R. The best of the best: ranking and rating digital reference resdRedeence & User
Services Quarterly. 1999; 39(1):P1.
Keywords: eresources/ evaluation
Abstract: Examines various examples of Web site rankings and ratings and attempts to
enumerate the vast possibilities of criteria for evaluation.
(1) Ranker's ideity, authority and purpose are key to evaluating and trusting the sites that
evaluate.
(2) Popularity
(3) Clear selection criteria
(4) Clear rating criteria
(5) Clear selection and rating criteria

145. Dilevko, J. An ideological analysis of digital esénce service models. Library Trends. 2001; 50(2 }:218
244,
Keywords: ereference/ delivery technology/ role of librarian
Abstract: Using the theories of Pierre Bourdieu about occupational fields of struggle and species
of capital, this article examinelsd ideological implications of the digital reference -calhtre
model. This model has the potential to lead to the deprofessionalisation of reference work
because of increased automation and the replication of employment conditions prevailing in
privatesector calcentres. One answer to the deskilling dilemma is the simple act of reading: the
more a librarian reads, the more he or she becomes an irreplaceable contributor in the reference
transaction.

146. Dougherty, R. M. Reference around the cloekit in your future? The availability of 24/7 reference is
less crucial than the capability to offer it. American Libraries. 2002; 33(5):44
Keywords: ereference/ USA/ implementation/ staffing
Abstract: Discusses developments in virtual reference sepaoel includes some advice on
preparing for virtual reference. Also contains a related article which reports on a lecture by
Charles McClure, on recent research aimed at developing metrics for digital reference services.
Author believes the matter of akability (24/7 service) is much less important than is the
library's capability to offer virtual reference services in real time.
Administrative issues to consider when preparing for VR: (1) staffing the service (2)
acquiring new technology (3) creatimgihing programmes for staff (4) promoting the service
(5) providing an efficient physical layout (6) dealing with cost and quality issues (7) wrestling
with policy issues such as copyright, licensing.
Also believes one of biggest challenges to face aedcowe is the perception by staff that they
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are already overwhelmed and simply cannot take on yet another activity. Need to involve staff at
all levels actively in the planning process.

147. Duff, W. M. and Johnson, C. A. A virtual expression of neadanalysis of-enail reference questions.
American Archivist. 2001; 64(1):480.
Keywords: ereference/ archives/ North America/ user needs / information need
Abstract: An analysis of 375mail reference questions submitted to North American provincial,
federal, university, city and special archives, in order to determine, from the users' own words,
how users formulate reference requests to archives. Understanding what elements the archives'
client uses to describe his or her information need enablesgaton of more relevant archival
descriptive tools.

148. Duggan, J. E. The new reference librarian: using technology to deliver reference. Legal Reference
Services Quarterly. 2001; 19(3/4):1962.
Keywords: ereference/ delivery technology/ roleldfrarian
Abstract: An overview of the current uses that reference librarians make of technology to deliver
reference assistance to remote users including predictions for the future of reference librarians. It
explores the world of the 'new referenceditian’ and examines how advances in technology
have changed forever the way reference librarians interact with both patrons and reference
sources.
Role of the librarian - the almost exponential increase in the availability of electronic
information meanshat the biggest concern of reference librarians is having enough time to
properly learn to identify emerging sources on the Internet, analyse search engine capabilities
and instruct patrons about utilising all information sources.

149. Dunn, K. et al. ®ing where the students are: a symposium on live reference in the CSU; Pomona, CA.
Pomona, CA: California State Polytechnic University; 2001.
Keywords: ereference/ academic libraries/ USA/ implementation/ marketing/ delivery
technology/ CDRS
Abstract: Prgramme summaries from a symposium on digital reference sponsored by the CSU
Council. Speakers included Kresh, McGlammery and Koyama. Outlines a number of different
VR projects. Topics covered were CDRS, marketing, Ready for Reference VRD,
implementationsoftware and interesting Q and A sections.
Kresh:6 key issues that must be addressed in order to implement effective digital ref
services - (1) Standards (2) Quality Assurance (3) Staffing and training (4) Marketing (5)
Integration (6) Financial Models

150. Dysart, J. I. and Jones, R. J. Tools for the future: recreating or "renovating" information services using
new technologies. Computers in Libraries. 1995; 15(1)96
Keywords: ereference/ delivery technology
Abstract: Offers advice to consider @rhselecting new technologies to recreate traditional
information services. the 6 R's: review, refocus, redefine, relate, revamp and recreate. Review
the reasons your info service organisation exists; refocus your direction; redefine your clients'
needsrelate to your suppliers and partners; revamp your services and lastbat®n or
recreation.

151. Edwards, P. M. Characterization of volunteer expertise within the Internet Public Library reference
service. Virtual Reference Desk Conference 200#¢c&yo. 2002.
Keywords: ereference/ Internet Public Library/ USA/ role of librarian
Abstract: Attempts to quantitatively characterize the level of individual expertise and
specialization among 261 reference volunteers at the Internet Public Librargnpgring the
observed degree of subject specialisation with that expected under a random model of question
selection. From the observed data, the relationship between subject specialisation and volunteer
experience suggests a new digital reference impl&atien that incorporates desirable qualities
of existing questioranswering models.

152. Eichler, L. and Halperin, M. LivePerson: keeping reference alive and clicking. EContent. 2000; 23(3):63
66.
Keywords: ereference/ school libraries/ delivery tectowy/ USA/ staffing/ service guidelines
Abstract: Describes the online chat reference service at Lippincott Library at Warton School,
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Philadelphia, PA. The service uses LivePerson sofware.

Software - advantages of chat technology; features of LivePersitwase (ability to obtain user
satisfaction feedback)

Policy issues - staffing levels; restricting the audience and dealing with complex enquiries.

153. Eisenberg, M. B. and McClure, C. R. Digital reference librarians: who needs 'em? or Key Issudéslin Dig
Reference: Taking action. Virtual Reference Desk 2nd Annual Digital Reference Conference;
Seattle. 2000.
Keywords: ereference/ implementation/ staff training/ evaluation / quality standards/ delivery
technology
Abstract: Trancription of the keynogeldress. Key issues identified: (1) Management (2)
Connectivity (3) Training (4) Evaluation (5) Finance (6) The digital divide (7) Information
policy (8) Quality- standards (9) Technology. Some summary recommendations are made and
audience questions @ded.

154. Elias, T. and Morrill, S. Our virtual reference training camp: testing the players before signing them on.
Computers in Libraries. 2003; 23(4):1@, 7G72.
Keywords: ereference/ public libraries/ delivery technology/ USA
Abstract: Discussethe testing, by the South Central Library System in Wisconsin, of three
virtual reference systems: LSSI's Virtual Reference Toolkit, 24/7 Reference, and Convey's
OnDemand.
24/7 chosen due to the collaborative aspect of the progecvice policies, sgts, procedures
and guidelines regarding folleups already created.
Software - operational problems e.g freezing; potential need to upgrade/minimum system
requirements insufficient.

155. Elliis, L. and Francoeur, S. Applying information competency titalireference. 67th IFLA Council and
General Conference; Boston, MA. 2001.
Keywords: ereference/ quality standards/ academic libraries/ information literacy
Abstract: Presents a case for applying information competency standards to digital reference
savices at academic libraries. Practical reasons for applying standards or guidelimesilto e
and online chat reference services are given with some insight to the nature of DR interactions.
The standards are offered as a touchstone for planning aigdidg<DR services.
Role of standards:- (1) Aid to planning- service provision (2) Ensure quality reference
assistance (3) Aid to staff training and evaluation (4) Assist in creation of consortia
ACRL Information Literacy Competency Standards for HE (ACRL, 1999)- 5 standards and
22 performance indicators. 5 standards specify that an information literate student is able to:
(1) Determine the nature and extent of information needed
(2) Access the needed information effectively and efficiently
(3) Evaluatenformation and its sources critically and incorporate selected information into one's
knowledge base
(4) Use information effectively to accomplish a specific purpose
(5) Understand many of the economic, legal and social issues surrounding the usenaitiofo
and access and use information ethically and legally

156. Engle, M. O. Using World Wide Web software for reference and instruction. Internet Reference Services
Quarterly. 1996; 1(2)-15.
Keywords: ereference/ library instruction/ academic libes/ web site design
Abstract: Provides suggestions and guidelines for creating Web pages that will deliver reference
and instruction to remote library users.
Guidelines:-
1) Write a simple departmental style sheet or guidelines
2) Think carefully abouthte overall structure of your Web site
3) Find the optimum size of the individual documents on your Web site
4) Describe each Web page clearly in the title and the first header
5) Check your documents on a variety of browsers to see how they look
6) Avoid including large image files
7) Know who your primary users are, the bandwidth of their network connections and the
software they are likely to be using
8) Give your users a way to contact you
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9) Check the links in all your documents to make sure they work

10) Don't wait to start working on developing Web pages until all your users have network
access

11) Develop a support network within your institution

12) Utilise the work that has already been done by others

13) Find a site that links to info and instrioct on writing, editing and serving WWW pages

157. Ercegovac, Z. Collaborativereference: a research agenda. 67th IFLA Council and General Conference;
Boston, MA. 2001.
Keywords: ereference/ collaboration
Abstract: Suggests a research agenda thhheljp to close the gap between seemingly
inconvenient 'reference desk' access to answers and those that are obtained relatively easily over
the Internet. Unanswered questions: (1) How finely do we need to represent reality? (2) How
well do we communicatthe reality? (interoperability between and among search vocabularies)
(3) How well do we divide labour between human reference experts and mass collaborative
Internetbased programmes? (identifying those reference tasks that humans can consistently
outpeform machine intelligence can help us design optimal interfaces between people and
machines in collaborative digital refine reference services).

158. Eustace, K. Going my way? Beyond the WEB and the MOO in the library. 1995.
Keywords: ereferenceinternet Public Library/ USA/ Australia
Abstract: Discusses the Internet Public Library at the University of Michigan before considering
the possibilities of a similar service at the Charles Sturt University in New South Wales,
Australia.

159. Fagan, JC. and Calloway, M. Creating an instant messaging reference system. Information Technology
and Libraries. 2001; 20(4):2a212.
Keywords: ereference/ academic libraries/ delivery technology/ USA
Abstract: Describes the features of instant messaging reéesgistems and the-house
development of a system that incorporates them at the Morris Library at Southern Illinois
University-Carbondale. 3 products were selected for review: Live Assistance, LivePerson and
VRD.
Checklist for comparing software practa provided.
Features addressedi) Installation of software (2) Push the patrons browser (3) Active
embedded URLs (4) Surveying the patron (5) Supports multiple browsers (6) Logs transcripts for
future reference and searchable transcripts (7) Abdityréate preformatted answers for FAQs
(8) Identify patron by IP address (9) Fast response time (10) No technical difficulties (11) Price

160. Farha, A. Eneuser training in a virtual medical library setting case study of an academic medical
library in Lebanon. Library Management. 2001; 22(8/9):3%5.
Keywords: ereference/ academic libraries/ medical libraries/ Lebanon/ library instruction/
information seeking skills/ role of librarian
Abstract: Discusses the aim, preparation, problems and keksmned after 3 years of a user
education programme in a virtual library setting, and how reference work had to change to satisfy
the needs of both the system and its users.
2 models for delivering user-education programmes discussed:
(1) Live- traditional lecture presentations: details the different formats provided; topics covered,;
problems/lessons and challenges for reference librarians.
(2) Webbased instruction: details factors to consider when developingbA&da instructional
modules
Role of the reference librarian outlined- consultants and educators. They must do all of what
they used to do in the past plus have knowledge about technology and an understanding of its
applications to information management.
Conclusion -in a virtual library settig, librarians are needed more than ever to teach new
information literacy skills and help users cope with the changing technologies.

161. Feeney, A. Internet applications: Stumpker&Computers in Libraries. 1993; 13(5)-4Q.
Keywords: ereference/ disgssion lists/ USA
Abstract: Discusses Stumpdrsa mailing list that provides a forum for reference librarians and
other information professionals to find assistance with difficult reference questions.
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162.

163.

164.

165.

166.

167.

Feldman, S. and Strobel, T. Advancing ydbrdry's Webbased services. Syracuse, NY: ERIC
Clearinghouse on Information and Technology; 2002; ERIC Digest-EB2D0203.
Keywords: public libraries/ USA/ implementation
Abstract: Discusses the development of Welsed services for libraries and yides examples
from the Cleveland Public Library. Section 1 highlights the importance of developing such
services, steps to be followed for a successful project and the importance of having the goal of
replicating and enhancing traditional library sersia® an online environment at the core of
planning for Wekbased services. Section 3 covers reference services, focusing on
KnowltNow24X7, a live Web reference launched by the Library and the CLEVNET consortium.
Section 6 outlines tips for advancing weedised services.
A successful project incorporates the following steps in this-path:
(1) Clarify the core values and mission
(2) Build a team of entrepreneurial staff
(3) Scan the online environment for ideas
(4) Set a course and a timeline
(5) Find libraryand community partners
(6) Market and build customer relations

Ferguson, C. 'Shaking the conceptual foundations,' too: integrating research and technology support for
the next generation of information service. College & Research Libraries. 20@0;3®0311.
Keywords: ereference/ service guidelines/ role of librarian
Abstract: Proposes that information services should be reconceived to include new partners in
support of the use of technology while undertaking substantially new approachesteoanmd
networkbased information service. By reengineering organisations in ways that bring librarians
and technologists together within a common service environment, information service agencies
can more effectively meet users' needs by moving mongdall flexibly into the network as
changing circumstances warrant.

Features of an integrated information service for remote users:-

(1) A core service philosophy

(2) Tiered service models that triage service requests for immediate action
(3) Referral to amxpert or

(4) Posting to a case pool for collaborative resolution

(5) Efficient use of experts

(6) 24/7 operation through a variety of communication modes

(7) An Internet call centre

Role of librarian - integrator, collaborator, colleague, 'access engiaee leader.

Ferguson, C. D. and Bunge, C. A. The shape of services to come:-bakessreference service for the
largely digital library. College & Research Libraries. 1997; 58(3):262.
Keywords: ereference/ academic libraries
Abstract: Digusses reference service models and values in the largely digital library of the
future.
Models- tiered service, roving librarian, research consultation model, staffing models.
Values- integration of technologies, holistic computing, core services thrthanetwork,
making technology work for everyone, collaboration across administrative lines.

Fiander, M. Virtual reference: a letter from North America. Cultivate Interactive. 2002; (6).
Keywords: ereference/ USA/ delivery technology
Abstract: Aletter from the manager of the world's first (?) Web Reference Centre for Libraries.

Filby, A. M. I. Proposal for implementing Multiser Database (MUD) technology in an academic
library. Internet Reference Services Quarterly. 1996; 1(9&.5
Keywords: ereference/ academic libraries/ USA
Abstract: Discusses a prototype InfoCenter, part of the University of Houston's online college,
Diversity University. Considers its potential for collaborative information exchange in the form
of a virtual refeence interview.

Fishman, D. L. Managing the virtual reference desk: how to plan an effective reference email system.

Medical Reference Services Quarterly. 1998; 17¢(1p1
Keywords: ereference/ academic libraries/ USA/ delivery technology/ impieatmsn
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Abstract: Based on the author's experiences at the University of Maryland, this paper emphasizes
the implications for the manager who establishes-araiéreference service.

Advantages of @nail: 1) 24 hour access for users 2) Reduced barricdtas3) referral of

guestions 4) Option to build question/answer database 5) New technology

Challenges: 1) Questions will take longer to answer 2) No non verbal cues 3) Difficult to share
responsibilities 4) Permanent record

Steps:

1) Carefully plan a ref-enail policy

2) Plan where ref-enail should be located to facilitate user access

3) Decide what services can be offered electronically

4) Plan for additional timeelated demands e.g. greater time necessary to keyboard responses as
well as additional timéo negotiate questions

168. Flagg, G. Libraries launch 24/7reference service. American Libraries. 2001; 32(7):16.
Keywords: ereference/ collaboration
Abstract: Brief news article announcing the launch of two consbasd 24/7 online reference
sewices: Clevnet's Know it All service in Ohio, and the Los Angeles Metropolitan Cooperative
Library System's 27/7 Reference Service.

169. Fogelvik, B. Experiences from a new digital reference service at the National Library of Sweden.
Discussion Group oReference Work, part of the 65th IFLA General Conference; Bangkok.
1999.
Keywords: ereference/ national libraries/ Sweden
Abstract: A very brief summary of the National Library of Sweden's online 'Ask the Librarian'
service.

170. Foley, M. Instant mesaging reference in an academic library: a case study. College & Research Libraries.
2002; 63( 1):3&45.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ staffing/ service
guidelines
Abstract: Describes a pilot project, conducted aGbeeral Libraries of the University at
Buffalo, which assessed the feasibility of providing reference through instant messaging. This
article describes the project, its implementation, the software used, staffing issues and publicity
efforts as well asféering conclusions about offering instant messaging reference in a large
academic library.
Staffing recommendations - IM staff should receive more formalised training and extended
practice; involve people with an interest in the virtual format; perfoiiftssh a designated IM
office (to remove distractions).
Software recommendations - should accommodate high volume; automate redundant tasks;
compile statistics and offer consistently reliable access.

171. Folger, K. M. The virtual librarian: using desktvideoconferencing to provide interactive reference
assistance. ACRL 8th National Conference; Nashville, Tennessee. 1997.
Keywords: ereference/ academic libraries/ delivery technology/ USA
Abstract: Discusses a University of Michigan project that asddsktop videoconferencing
program (CUSeeMe) to provide reference service to students located in residence halls across
the campus.
Videoconferencing - underuse; technological problems encounteiadonsistent quality of the
audio and video; lack of ¢anical support.

172. Foster, J. Web reference: a virtual reality. Public Libraries. 1999; 38(2594
Keywords: ereference/ USA
Abstract: An annotated list of some useful websites for online reference in public libraries,
including some AskA services

173. Foster, S. Guide to writing responses [Web Page]. 2001. Available at:
http://mathforum.org/dr.math/quide/
Keywords: ereference/service guidelines
Abstract: A guide to the ways in which respanaee written in Drexel University's Ask Dr Math
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service.

174. Francoeur, S. An analytical survey of chat reference services. Investigates chat reference services being
offered at libraries; what software is being used; consortial arrangements aole thieexisting
technology.

. Reference Services Review . 2001; 29(3):2688.

Keywords: ereference/ delivery technology/ information seeking skills/ implementation/ staff
training

Notes:

Abstract: An international review of trends in chat referencécses. Investigates chat reference
services being offered at libraries; what software is being used; consortial arrangements and the
role of existing technology.

Software - chat, Web conferencing and Web contact centre software: useful features e.qg.
seartiable FAQs and call transferring; limitations e.g. lack of-werbal cues; difficulties

talking a user through a complex search strategy; need to have assistive software; high costs.
User needs - how to begin searching and how to use databases; desirgsfoautonomy; high
expectations of the service; impact of user behaviour on the communication (lack of visual clues)
Institutional issues when launching a service - need for a supportive administration; fit with

overall mission and goals of the librathig service should be designed so that it is part of a
seamless whole of reference options; know your users (who, when and what restricted access?)
Staff training - software, new communication channels (chat)

175. Francouer, S. Digital reference [Webgeh 2002. Available atttp:/pages.prodigy.net/tabol/digref.htm
Keywords: ereference/delivery technology/collaboration
Abstract: A Web page that discusses the various forms of digital refejeental, web forms,
chat reference and collaborative networks) and provides links to other sites focusing on digital
reference.

176. Frank, D. G.; Calhoun, K. L.; Henson, W. B.; Madden, M. L., and Raschke, G. K. The changing nature of
reference and infonation services. Reference & User Services Quarterly. 1999; 39( 2551
Keywords: role of librarian/ reference interview/ user needs
Abstract: Examines the accuracy and relevance of the predictions made in a 1985 article, 'The
reference librarian ohe future: a scenario’. Addresses the issues of information technology;
reference transactions; instruction, education and learning; fees, consortia and information
access; information consulting
Role of the librarian - Education librarians well versed iechnology and how to apply it to
solving information problems: user instruction role.

177. Frank, |. B. Email reference service at the University of South Florida: a-kegt secret. Art
Documentation. 1998; 17(1)}®
Keywords: ereference/ academiibraries/ USA/ delivery technology/ marketing
Abstract: Discusses thergail reference service at the Tampa Campus Library at the University
of South Florida. Includes a section detailing various marketing initiatives.

178. Fritch, J. W. and MandernlacS. B. The emerging reference paradigm: a vision of reference services in a
complex information environment. Library Trends. 2001; 50(2):285.
Keywords: ereference/ user needs/ role of librarian/ delivery technology/ staffing/ staff training/
library instruction
Abstract: Article outlines the emerging reference paradigm in response to a complex,
technologically rich information environment. The characteristics of today's information
environment and the new issues and challenges it has broughtevghuser needs are more
multifaceted, are discussed.
Practical responses to the new information environment offered are: (1) Digital Reference
Services (2) Web Portals/Gateways (3) Searchable FAQ databases (4) Online tutorials (5)
Roving reference (6) Rearch advisory sessions (7) Peer mentors (8) Reference Exchange
Programmes (9) Staff training (10) Staff hiring

179. Fullerton, V. Email reference: refocus and revise. Experiences from Gelman Library. 67th IFLA Council
and General Conference; BostonAM2001.
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Keywords: ereference/ academic libraries/ USA/ evaluation / delivery technology

Abstract: Provides an overview of an assessment of-thailereference service at George
Washington University's Gelman Library. The assessment was a 2 stagesbp(ay Collecting
benchmark data (2) Revisiting earlier decisions made when the service was initially designed.
Revisions made as a result of this assessment greatly increased the volumaila&éerence
guestions.

Recommendation - that restrictios regarding the type of question that could be asked should be
removed.

180. Fullerton, V. and Stillion, A. C. Virtual reference in a consortium: planning, implementation and
evaluation. Virtual Reference Desk Conference 2002; Chicago. 2002.
Keywords: ereference/ academic libraries/ USA/ collaboration/ implementation/ staffing/ service
guidelines/ staff training
Abstract: Discusses the planning, implementation and assessment of a consortium virtual
reference service at six academic libraries in the \Wgsim, DC area. Focuses on highlighting
the lessons learned during the pilot phase of the project with an emphasis on illuminating the
larger issues to consider when planning a collaborative virtual reference.
Planning steps:-
(1) Identify VR software pekages, develop criteria for assessment and coordinate the testing of
the software across the consortium.
(2) Establisihmandates that would outline the development of the serviegamples: i) The VR
service would be restricted to consortium studentsilip@nd staff ii) Patrons will be required to
authenticate iii) Instruction will be incorporated into the VR session.
(3) Consider how the service will be staffed
(4) Facilitate communication among VR librarians
(5) Develop preliminary policiesgenerabpolicy to outline performance expectations and
procedures and specific policies to address issues surrounding database subscriptions and patron
privacy.
Lessons learned:-
(1) The planning and development of a collaborative VR service is an ongoing process
(2) Ongoing communication among all virtual librarians within the consortium is critical
(3) Libraries share membership in a consortium but not necessarily share the same culture
(4) Do not underestimate the training needs and varied learning styles
(5) Legal and technical issues can impede delivery
(6) Be prepared for a new realm of potential privacy issues that accompany VR
(7) Evaluation and assessment must be an ongoing aspect
(8) Patrons like VR and they like the high end features
(9) The benefitsrad opportunities associated with working together far outweigh the challenges

181. Gardner, M. A.; DeVries, J., and Kaag, C. How many trees in a forest: creating digital reference services
in agriculture. Virtual Reference Desk 2nd Annual Digital Refeee@onference; Seattle. 2000.
Keywords: ereference/ special libraries/ USAfesources
Abstract: Discusses the Agriculture Network Information Center (AgNIC), an Intbasetd,
distributed system for access to quality agricultural information andnass)at the US
Department of Agriculture's National Agricultural Library. Includes a case study of the
University of Minnesota and their efforts to move from providing reference to the campus and
state to the ‘'world' and discusses efforts by Washingimte Sniversity to build a digital ref
collection.

182. Garner, I. New reference: diversifying service delivery. 20th Annual IATUL Conference; Chania, Greece.
1999.
Keywords: ereference/ academic libraries/ Australia/ role of librarian
Abstract: Repo# the experience of reference librarians in the University of Western Australia
facing the challenge of delivering reference services in the digital age. The aim of the project
was to address the concerns that the ref desk model of service delivery lmagendhe most
efficient and effective method of meeting client needs.

183. Garnsey, B. A. and Powell, R. R. Electronic mail reference services in the public library. Reference &
User Services Quarterly. 2000; 39(3):225A.
Keywords: ereference / puix libraries/ USA/ delivery technology



Abstract: The results of an exploratory survey that examined public libraajleeference
services and the patrons who use them. Data gathered included: 1) Info on the provision and
administration of email ref ®rvices 2) characteristics ofmaail ref patrons and their satisfaction
with the service received 3) classification afhail ref questions.

184. Gauder, B.; Hermes, F.; Kresh, D.; Hirko, B., and O'Neill, N. Reference cooperative exoands with
QuestionPait. OCLC Newsletter. 2002; (258)HL.
Keywords: ereference/ QuestionPoint/ USA
Abstract: Introduces QuestionPoint, the collaborative digital reference which developed out of
the pilot project, CDRS. Includes sections on the use of QuestionPoint ifngtashState
Library and the Santa Monica public library.

185. Giannini, T. Modeling the reference process onlineWilliams, M. E., Ed. Proceedings of the 20th National
Online Meeting; New York. Medford, NJ: Information Today; 1999:-133.
Keywords: ereference/ reference interview
Abstract: Presents a new online model of the reference process, comparing it with traditional
models of the information process. Outlines the characteristics of each model and details trends
in online information which havehanged the values of the reference process. Particular
attention is given to modelling the reference process in the context of the World Wide Web.
Conclusion - librarians need to more formally incorporate the Web into a new model of service
provision n order to position themselves to meet the needs of ref services in the next century.

186. ---. Rethinking the reference intervieirom interpersonal communication to online information process.
Proceedings of the 62nd ASIS Annual Meeting; Washindd@h, Medford, NJ: Information
Today, Inc.; 1999: 37380.
Keywords: ereference/ reference interview/ USA/ user needs / role of librarian
Abstract: Compares the traditional model of the reference interview with a new model based on
online information proess. Examines: (1) bridging the gap betweenbased information and
traditional online library resources (2) global web sites and information communities as new ref
tools (3) harnassing the power of the web to empower libraisan interaction.
[Very similar to article entitled 'Modelling the reference process online."]
Implications of the study:-
(1) The need to reconfigure ref servieasto a system that commits time and resources to the
online ref process.
(2) Positioning librarian's expertise @mline searching to benefit useribrarians need to adopt
library process and procedure that formalises a place for computer mediated interpersonal
communication.
(3) Demystifying the reference process through Web illuminations

187. Gleadhill, D. Das the Nerd have the answer? Library Technology. 1997; 2{35.35
Keywords: ereference/ academic libraries/ UK/ delivery technology
Abstract: Discusses Nerd, the Newcastle Electronic Reference Desk project at Newcastle
University Library.

188. GoetschL. Electronic reference service. Washington, DC: Association of Research Libraries; 1999;
SPEC Kit 251. ILL 29/01/03. Arrived 11/02/03 (Restricted access until 21/05i€¥3e).
Keywords: ereference/ academic libraries/ USA
Abstract: Reports on thedent to which ARL libraries provide electronic reference services and
offers a snapshot of the types of users reached, questions received, policies established, data
gathering techniques utilised and innovations implemented.
Conclusions:-
(1) Electronic ef service has become an established form of ref delivery within ARL libraries
(2) Workload seems manageable (link to acces policies)
(3) Great variation in staffing and managing strategies
(4) Little assessment being undertakereed for online user sweys to be conducted.

189. Goodrum, A. A. Visual resource reference: collaboration between digital museums and digital libraries.
D-Lib Magazine. 2003; 9(2).
Keywords: ereference/ museums/ USA/ information seeking skills/ collaboration
Abstract: Describea Syracuse University project designed to build collaborative digital museum
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and digital library reference services, in particular for supporting patrons' image information
needs. Discusses the challenges involved in helping users find appropriate imalge web.

190. Gottesman, L. Digital reference: brining the reference desk to cyberspace. Library of Congress
Information Bulletin. 2002; 61(3/4):569.
Keywords: ereference/ CDRS/ QuestionPoint
Abstract: An overview of the Library of Congress @blbrative Digital Reference Service.
Also includes a section on QuestionPoint, a new digital ref software based on the prototype of
CDRS.

191. Gourlay, P. The Collaborative Digital Reference Service. PNLA Quarterly. 2002; 66(5:15
Keywords: ereference/ CDRS
Abstract: A brief overview of the Library of Congress Collaborative Digital Reference Service.

192. Granfield, D. A digital reference service for a digital library: chat technology in a remote reference
service. 2002; McConnell Funding Prcid-inal Report.
Keywords: ereference/ academic libraries/ Canada / delivery technology/ staffing/ staff training/
service guidelines/ user needs/ library instruction
Abstract: The final report of a chbtised library reference service implementationfgataat
Ryerson University Library in Ontario, Canada. The objectives of the project were 2 fold: (1) To
pilot an innovative chabased library ref service (2) To enhance the teaching and learning
environment of Welbbased course delivery. Details softe'dWRD)used; service provision
guidelines; staffing and training and promotion. Data collected demonstrated when the service
was being used, type of questions being asked, users of the service and where users accessed the
service. Ends with a list of remmendations and future considerations.

193. Gray, S. M. Virtual reference services: directions and agendas. Reference & User Services Quarterly.
2000; 39( 4):365375.
Keywords: ereference/ USA/ quality standards/ user needs/ implementation/ delivery
technology/ web site design
Abstract: Analyses the Web sites of 10 large research libraries in order to establish a basic
understanding of how some major libraries are currently providing virtual reference services.
Issues that need to be resolved irrent models for virtual reference provision such as control of
traffic from non affiliated users; expansion of services beyond basic ready reference; decrease in
response time; expansion of service hours and evaluation of archived questions are discussed.
Thechallenge for librarians is envisioning the shape of instruction, research consultations,
computer support, document delivery and general reference services through the network.
Standards - for e-mail reference services: 1) service description 2)idenfiality guidelines 3)
service provision priorities 4) maintenance of statistics 5) evaluation methods
User needs - expectation that can find everything on line.
Managing non-affiliated traffic - recommends use of form that requires users to provige mo
detailied information about their requests and hence slow down traffic from outside the targeted
user group. Also suggests having two tiered response times.
Access issues - need to develop integrated, named service points. Lack of visual cluesitnakes
difficult for user to distinguish between internal operations and service points in the library.
Reduces possibility of misdirection and accompanying use of resources.
Around-the-clock service - recommends expanding hours of service and reducing respon
times to affiliated users. Library should be moving towards the goal of 24 hour service.
Need for systematic evaluation of questions received to determine how virtual reference services
should advancetrouble shooting, development of guides, creatibknowledge base, skill set
required of librarians.
Software - use of software to aid in the management of staff time e.g. flow of inquiries. Need to
integrate reatime interactive workspaces into virtual reference services.

194. Grealy, D. S. Techrogical mediation: reference and the Aoaditional student. The Reference
Librarian. 2000; (69/70):688.
Keywords: ereference/ academic libraries/ distance learning/ USA/ information seeking skills/ e
resources/ library instruction
Abstract: Discussesow desktop provision of electronic resources, Wabed tutorials and
pathfinders, and skillful mediation of electronic reference questions can help alleviate anxiety



and save time for remote, ndraditional students.

Web-based resources - easily availake digital formats can be of inestimable value to students
who have limited time available to spend in the library. Need for training in generic information
technology literacy to enable students to use \Waded search engines effectively.

Web-based library instruction - mounting tutorials and disciplirgpecific pathfinders on the

l' i brary®"s home page.

Electronic reference - support via direct contact with reference librarians througtag
reference, telephone reference and scheduled appointments.

Conclusions:-

x The availability of electronic resources, coupled with appropriate training and support,
contributes significantly to student success and satisfaction.

x Electronic resource access, Wadsed training in research and retrieval methods and
electonic reference and referral services are all viable attempts at providing equal access to
information to offcampus and enampus students.

195. Greene, A. Y. Providing electronic reference services. Curtis, D., Ed. Attracting, educating, and serving
remote users through the Web. London: Facet Publishing; 2002; {4d.6/3
Keywords: ereference/ delivery technology/ expert services/ quality standards/ evaluation /
staffing/ evaluation
Abstract: An extensive overview of electronic and digital refereapdaces. Includes sections
on: (1) telephone ref (2} mail reference (3) expert systems (4) +iake ref (5) the future of
digital ref
Standards and evaluation of e-mail reference - refers to the VRD's checklist 'Facets of Quality
for Digital Ref Servies' and provides an evaluation checkilist.
Real time reference - includes an evaluation of chat; chat technology and software features;
costs; staffing issues; collaborative projects; tips to excel at chat; promotional efforts and
evaluation.
Staffing issues - where will it be offered (at home?) and who should staff it.
Evaluation methods - focus groups; surveys, questionnaires and polls; statistical analysis; using
a framework which would involve (i) stating objectives (ii) measuring performance (iii)
identifying usage patterns (iv) identifying needed improvements.
Future - (1) More collaboration (2) More ndibrarian experts will be involved (3) Libraries
will get better at marketing (4) Retiine services will be expected (5) New protocols will handle
interactions (6) XML will mature (7) Broadband access will improve (8) Better knowledge bases
and expert systems will be developed (9) From fragmentation to convergence

196. Gross, M.; McClure, C., and Lankes, R. D. Assessing quality in digital refesendees: overview of
key literature on digital reference. 2001.
Keywords: ereference/ literature review/ user needs/ staffing/ quality standards/ staff training/
implementation / evaluation
Abstract: A preliminaryreview and discussion of the key literature available on the subject of
digital reference service in libraries.
Overview:

Anecdotal evidence in the main

9 Discussion re evaluation limited
Current trends:
1 Move away from email and towards synchronous interaction between user and libeagian
video conferencing, chat services
1 Collaborative relationships with other libraries to spread cost e.g. VRD, CDRS
Management of service:-
1 Few requests from library users versus high volume received bljmary providers on the

web.
M Evidencem t he main anecdot al with ,case studies"”
the devel opment of DRS into the | ibrary®"s for mé

analysis, staffing and training issues, service efficiency, institutionafitefrom providing the
service or how to properly measure or assess DRS.

Economies of DR:-

1 Lack of evidence in the areas of economic models and accounting required in order to
measure efficiency and effectiveness.

Staffing issues:-
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1 Staffing and the distribution of the DR workload are being handled in a variety of ways.
1 Normally integratedvith general reference work.
1 Impact of chat reference services and need to be performed away from the physical reference

desk
1 Technology issues associated with the above
T, Outsourcing® potenti al

Staff training for DR:-
1 Existence of transferable egence skills
1 Demand for additional skills and training e.g. chat services (examples given)

The DR model:-

fLankes"” (unpublished paper) model st riage st e
fRecording of wuser®s question and | ibrarian"s r
and evaluation purposes.

DR and user:-

1 Literature dealing with the inclusion of the user in the design and development of DRS is

scarce

9 Development appears to be largely system driven and based on the interests and vision of
service providers

Evaluating DR:-

1 Underdeveloped area conceptual analyses but very little happening on the ground.
fTVRD"s “Facets of Quality” standards

9 Common definition of what success and quality in DR is has not been achieved. Metrics
and data are sorely needed that aeefiral in nature and designed specifically for libraries.

9 McClure & Lankes (2001) propogemain types of measurement needed to understand and
set benchmarks for DRS:

x outcome measures (quality of answers)

x process measures (effectiveness and effy of process)

X economic measures (costing and cost effectiveness)

x user satisfaction

Current key issues:-

1 Strong interest but progress hampered by lack of economic models, strong evaluative research
and a lack of user input;

9 Need to provide DRShtough a variety of media and modes;

1 Need for user input;

1 New economic models needed;

1 Little in literature that informs practice on the management issues of planning, providing and
evaluating DRS;

1 Question of how to train staff and how to evalysgesonnel providing the service has not
been fully addressed,;

1 Issue of competing with commercial services

Directions for research:-

x Defining DRS

x Defining service quality

x User input in design and provision

x Appropriate economic models

x Incorporaton of DRS into overall organisational plan

x How DRS can be meaningfully evaluated

197. Gross, M. and McClure, C. R. Assessing quality in digital reference services site visit reports: State
Library of Florida, Bureau of Library and Network Serviced dampaHillsborough County
Public Library System. Tallahassee, Florida: School of Information Studies, Florida State
University; 2001.

Keywords: ereference/ USA/ government libraries/ public libraries/ quality standards/ staff
training/ implementationperformance indicators

Abstract: Reports of two site visits (Florida State Library and TaHifisborough County
Public Library) conducted by the Assessing Quality on Digital Reference team.

Issues addressed1) the digital reference process (2) markgt8) target user groups (4)
evaluation methods (5jaffing and training - only librarians with at least 1 year's reference
experience perform reference viagmail, newly hired librarians trained as part of induction; 3
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stage training process (6) costuss (7) technology
Performance indicators - (1) extensiveness (2) efficiency (3) effectiveness (4) service quality
(5) impact (6) usefulness (7) adoption

198. Gross, M.; McClure, C. R., and Lankes, R. D. Assessing quality in digital reference seamiogsrview
of the key literature on digital reference. Lankes, R. D.; McClure, C. R.; Gross, M., and
Pomerantz, J., Eds. Implementing digital reference services: setting standards and making it real.
London: Facet Publishing; 2003; pp. 1¥83.
Keywords:e-reference/ literature review
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.
Abstract: A review discussing the key literature on digital reference service in libraries (virtually
identical to he 2001 report by the same authors available on the Florida State University
website).

199. ---. Assessing quality in digital reference services: preliminary findings. Lankes, R. D.; McClure, C. R.;
Gross, M., and Pomerantz, J., Eds. Implementing digifarence services: setting standards and
making it real. London: Facet Publishing; 2003; pp.-1988.

Keywords: ereference/ quality standards

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November

2001, Orlando, Florida.

Abstract: Reports the preliminary findings from the Assessing Quality in Digital Reference
project, a study designed to develop, test and refine measures and quality standards to assess
libraries' digital reference services.

200. Guenther, K. Know thy rente users. Computers in Libraries. 2001; 21(4)582
Keywords: ereference/ academic libraries/ user needs / USA
Abstract: Argues that while-mail reference interviews, telephone calls and online chat are all
workable methods for identifying users' nedtie use of server log statistics (WebTrends used)
actually provides more solid information for reference librarians.
Measurements:-
(1) Top entry pagespages from which users initially enter the Web site.
(2) Top referring pagespages from which & has been referenced.
(3) Keywords used
(4) Top requested pages
(5) Top exit pages
Conclusion - the more you can focus and pinpoint services, the better you can serve your users.

201. Guernsey, L. Suddenly, everybody's an expert on everything. TlwerNik Times. 2000; (3 February
2000).
Keywords: ereference/ USA/ expert services
Abstract: An overview of Ask an Expert sites.

202. Gulliford, B. Making choices in the virtual world: the new model at United Technologies Information
Network. Library Tends. 1998; 47(1):15871.
Keywords: ereference/ special libraries/ USA/ licensing/ delivery technology
Abstract: Discusses the shift from a traditional library system to a virtual system (including e
mail reference) at the United Technologies Corpordtifermation Network at East Hartford,
CT. Includes a section on Technical and Licensing issues.

203. Hadid, P. and Reed, D. Wdiased reference services [Web Page]. 2003. Available at:
http://www.multcolib.org/products/digref/resources.html.
Keywords:e-reference/bibliographyfeesources
Abstract: A list of resources (many with live links) concerning Webed reference services.

204. Hahn, K. An investigation of anmail based help service. College Park, MD: College of Library and
Information Sevices, University of Maryland; 1997; CLIS Technical Report ne097
Keywords: ereference/ electronic help desks/ academic libraries/ USA
Abstract: Analyzes an-mail based questieanswering service provided by a campus library
system. This investigan used content analysis of service logs and interviews with staff and
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users to identify participants models of ideal exchanges and the impacts of communication
medium on service provision.

Concludes that-enail limitations are lost time between messalss of message richness and
system instability while the benefits include expanded access to the service, greater convenience
for users and enhanced efficiency for staff due to the asynchronous nature of the medium.

205. Haines, A. and Grodzinski, A. & forms: improving, expanding, and promoting remote reference
services. College & Research Libraries News. 1999; 60(4272]291.
Keywords: ereference/ delivery technology
Abstract: Discusses the ways in which an online Web form can improve upomitadidins of
e-mail reference.

206. Hartman, K. Virtual instructiontutorials & literacy: providing library services for empus library
users. Proceedings of the Computers in Libraries Conference; Wahington, DC. Medford, NJ:
Information Today, lo.; 2000: 104.
Keywords: ereference/ distance learning/ academic libraries/ USA
Abstract: Very brief outline of conference paper focusing on the services to distance learners at
the Mary Washington College's James Monroe Center Library. Services elitieough the
library's web page and include a virtual ref service, document delivery, acquistions lists, ILLs,
courserelated library research tutorials and links to proprietary \deted resources.

207. Hattery, M. Computers in libraries: digital etance for the wired student &moks for fun.
Information Retrieval & Library Automation. 2001; 36(11141
Keywords: ereference/ academic libraries/ USAfesources
Abstract: First half of this article discusses the Automated Reference Assistasgirsdieing
used at the Carnegie Mellon University Libraries. Second half looks aBanleinitiative
organised by the University of Rochester.
E-resources - initiatives: the digitisation of books; the building of multimedia collections; the
developmenbf a smart Web exhibit
Strategies and policies - recommend lobbying faculty not to sign away copright; hosting
publications 'born digital’; creating or supporting economical alternatives to exorbitantly
expensive publications; adopting and supportinginelopment of standards for managing
intellectual property on the Internet and encouraging the archiving and migration of digital
collections.
E-book initiative - challenges: (1)encryption (2) cataloguing (3) ordering and downloading (4)
browsing

208. ---. Computers in libraries: virtual reference plus dead & emerging technologies. Information Retrieval &
Library Automation. 2002; 37(11):5.
Keywords: ereference/ USA/ delivery technology/ CDRS
Abstract: Provides an overview of virtual reference dgualents in the US. Discusses instant
messaging technology and Reference Wizard, a research tool.

209. ---. Measuring digital reference: Charles McClure at LC. Information Retrieval & Library Automation.
2002; 37(10):23.
Keywords: ereference/ evaluatiohquality standards
Abstract: Discusses McClure's work on evaluating digital reference services. McClure is
developing a manual of statistics, measures and quality standards for digital reference. Areas
covered are:
(1) Cost of DR service - constant ugrading of hardware and software. He states that librarians
must also take into account whether sufficient IT support is available; assess the contingencies of
time and resources, staff knowledge, administrative support, complexity of service provided and
the culture of the organisation towards evaluation.
(2) Working with vendors - need to agree on common set of definitions in relation to statistics.
(3) New measures - libraries need to know their user demographics, frequency and type of use,
costs and ho to track them over time and the effect of DR on the organisation and its staff.
Data must be measured against a standard in order to be useful.
(4) New data gathering methods - recommends libraries use the log server analysis software.
New methods = Welogs, URL analysis, Web usage analysis, location of users, portions of site
accessed, number of documents downloaded and errors encountered by users.
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210.

211.

212.

213.

214,

215.

Evaluation factors:-

(1) The network technological structure, content, services, support and manapefmetwork.
(2) The infrastructure's outpuextensiveness, efficiency, effectiveness, service quality, impact
and usefulness.

Hattery, M. Reference service in a digital age: three projects. Information Retrieval & Library
Automation. 1999; 34(9}-2.
Keywords: ereference/ USA
Abstract: Describes events at an ALA Midwinter Meeting on digital reference, at which three
project proposals were discussed: a rethclock collaborative remote reference service; a
clearinghouse on the Web; and thenitification of the core competencies necessary for the
digital reference librarian.

Haynes, A. Machindssisted Reference Section. Reference & User Services Quarterly. 2002; 41(3):306
Keywords: ereference/ USA
Abstract: Very brief preview of a oference (in June 2002) organised by the Maclhissisted
Reference Section (MARS) of the American Library Association, which included a
preconference titled 'Digital Reference @ Your Library'.

---. Messages from MARS: machhiassisted reference sen. Reference & User Services Quarterly.
2002; 42(1):97.
Keywords: ereference/ USA
Abstract: Brief article outlining MARS events.

Hegenbart, B. The economics of the Internet Public Library. Library Hi Tech. 1998; 1683).69
Keywords: erefererce/ Internet Public Library
Abstract: Looks at the University of Michigan's Internet Public Library from an economic
perspective. Part of the analysis conducted showed that the IPL, which started out as an
educational project, may not have been conceimigdlly with economic reality. The IPL has to
realise that without proper and sufficient knowledge of its economic basis, its economic viability
is in jeopardy.

Heilig, J. Virtual reference at Jones University. Colorado Libraries. 2001; 27{2§-35
Keywords: ereference/ distance learning/ academic libraries/ USA/ information seeking skills
Abstract: Presents an-adepth overview of the Jones International University digital library.
Goal of initiative is to mirror, as closely as possible,libst attributes of an ecampus
academic library in a portable, Interf®sed environment.
Features:-
9 Teaching students how to develop effective keyword searches and advising them about which
databases to use and how to search them effectively
9 Reseath assistanceTopic-oriented research guides that provide overviews of major
academic disciplines (list key resources)
1 Core collection of research resources evaluated collection of authoritative, aazttent
Internet resources
9 Templates for answets enable responses to be customised for each individual
9 Free document delivery for materials not available electronically
9 Library tutorials based on reviewing patterns of questions
1 Bibliographic instructiors online tutorials to help students demgltheir library and research
skills
1 Team of oncall reference librarians who providengil reference assistance

Heilig, J. M. eglobal library: the academic campus library meets the Internet. Searcher. 2001;-885):34
Keywords: ereference/ eademic libraries/ distance learning/ USA/ delivery technology/ role of
librarian/ staffing
Abstract: Discusses@lobal library, the first fully Internebased, virtual library designed
specifically for online students, which includesail reference asstance and online tutorials
for bibliographic instruction.

Case study - more detailed version of 'Virtual Reference' article. Examines what the e
global library has to offer other providers.
Discussion of the features listed above; collection developp®@ities including evaluative
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criteria; resource management process (covers cataloguing, resource and usage monitoring);
software- use Eprise, content management software.

Role of the librarian - recognises that digital solutions enhance rather thdaaethe critical

role of librarians. Believe as more and more digital content becomes available, additional
librarians will be needed to manage this information and make it accessible to students.
Resource issues - time input required to create and mamage research guide explored.

216. Helfer, D. S. Has the virtual university library truly arrived? Searcher. 1999; 7{8%.62
Keywords: ereference/ academic libraries/ distance learning/ USA
Abstract: Describes the totally electronic library that ssrdones International University.
Includes a section on reference services.
Content very similar to Heilig articles.

217. ---. Virtual reference in libraries: remote patrons heading your way? Searcher. 2001;-9(2):67
Keywords: ereference/ academic liries/ public libraries/ USA/ delivery technology/ Virtual
Reference Desk
Abstract: Discusses the 24/7 Reference Project and VRD.

218. Helman, D. J. Bringing the human touch to digital library services. Science & Technology Libraries.
2001; 20( 2/3):8326.
Keywords: ereference/ academic libraries/ USA/ staffing/ staff training/ delivery technology
Abstract: Discusses experiences with providing-tieaé digital reference at the Massachusetts
Institute of Technology (MIT).
Software - includes a checkligor evaluating customer centre software.
Challenges some technical challenges, but most significant are primarily due to the developing
nature of cebrowsing technology and learning how this new technology works in the current
digital environment.
Key technical issues:-
(1) Cobrowsing databases and Web sites
(2) Limiting the service to the MIT community
(3) Browser/Platform compatibility
(4) Speed/Reliability over the Internet
Other challenges:-
(1) Time- planning and implementation took longer thapected
(2) Human Resourceshow will the service continue to be staffed?
(3) Buy-in
(4) Training- need to be able to use the software; importance of chat skills; the need fer cross
training due to the 'general’ nature of reference.
(5) Referrals the reed to refer questions to a different level of expertise
(6) Technical support

219. Henderson, T. MOOving towards a virtual reference service. The Reference Librarian. 1994; (41/42):173
184.
Keywords: ereference/ delivery technology
Abstract: Discussehe software programme called LambdaMOO. This programme, the author
argues, offers the reference librarian an early glimpse of the future of Internet reference services.

220. ---. Using the Internet and tekised virtual realities to create the Infoegmf the future.Williams, M. E.,
Ed. 15th National Online Meeting Proceedings; New York. Medford, NJ: Learned Information,
Inc.; 1994: 19206.
Keywords: ereference/ delivery technology
Abstract: Details the background and history of the Infocentédsrary MOO, which allows
reaktime interaction between users and librarians.

221. Henry, M. The future of the academic reference desk in virtual library services: responses from university,
public and community college libraries. Internet Librarian Crerfee; Pasadena, CA. 2001.
Keywords: ereference/ USA/ academic libraries/ public libraries
Notes: A selection of PowerPoint presentations from these sessions (‘Navigating tf@diet
on Virtual Reference') can be found at
http://www.infotoday.com/ilR01/presentations/default.htm

41



Abstract: Annotated list of books, articles and web pages relating to virtual reference services,
plus testimonies from librarians.

222. Henson, B. Digital reference service at the Georgia Institute of Technology. Lankes@®llins, J. W.,
and Kasowitz, A. S., Eds. Digital reference service in the new millennium: planning,
management, and evaluation. New York: N8ahuman Publishers; 2000; pp. 1P51.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discusses the service at Georgia Tech, which includes ASK a Librarianmailched
Web reference service, and an online reference service using chat software.

223. Henson, B. and Tomajko, K. G. Electronic reference services: opportunitiehalenges. Journal of
Educational Media & Library Sciences. 2000; 38(2)-1P3.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ staff training
Abstract: Discusses the changing nature of reference services in academic librargsgfoo
electronic services such as ASK, chat, and video/teleconferencing. The paper briefly discusses
the following: (1) a brief history of electronic ref services (2) models that are currently in use (3)
marketing the service (4) advantages and chgdlerts) library staff competencies and skills
needed to survive in the DR environmenked to be aware of differing communication
requirements, ability to repond quickly and keyboard skills.

224. Hert, C. A. Information seeking and ugetermediary imteractions: informing the design of digital
reference services. Virtual Reference Desk 2nd Annual Digital Reference Conference; Seattle.
2000.

Keywords: ereference/ government libraries/ user needs/ information seeking skills/ USA/ role
of librarian/ irformation need

Abstract: Reports on research on the users of statistical information and their interactions with
intermediaries and considers how these findings might translated into guidelines for the design of
digital reference serviceshe study examined user information seeking on Web sites.

Literature indicates that:-

(1) Users experience gaps, anomalous states of knowledge and cannot tell intermediaries what
they need or want

(2) Users come to intermediation settings with information needs assnaffleztive needs and a
repertoire of behaviours

(3) Information seeking is 'situational’ and ‘contextual’

Characteristics of intermediaries:-

(1) Knowledge of relevant publications

(2) Knowledge of referrals

(3) An understanding of the specifics of datdlection, dissemination tools and the information
life cycle within their domain

(4) An understanding of how to help users express and refine their information needs

(5) Technical and searching skills

Recommendations:-

(1) Consider whether it is possilite provide a digital library of key resources and experts

(2) Provide additional guidance (either tutorials or automated tools) to improve the ability of
users to search, download, print and otherwise manipulate various resources

(3) Consider whether intmediaries should provide additional interpretation services.

(4) Continue to build bridges among sets of experts.

225. Hinton, D. and McGill, L. Chat to a librarian: 21st century reference for distance learners. Vine. 2001;
(122):5964.
Keywords: ereference/ academic libraries/ distance learning/ UK/ delivery technology/ staff
training
Abstract: Discusses the University of Leicester Library Distance Learning Unit's use of chat
reference software.
1 Reasons why HumanClick (rejected AOL Instant Messenger and Livehelper) was chosen
1 How HumanClick works
fFeatures of HumanClick including clues or _,el
1 Privacy policy
1 Issues arising 1) Cost 2) Time delays 3) Availabiliptiss of librarians 4) Staffingtime for
complex calls 5) Chat mode signals 6) Complexity of enquiry 7) Technical isstieaiB)ng
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and staff support - training and practice were vital to the success of interactions 9) Audience
Conclusion:-

Software preoides: 1) the opportunity and potential for staff to consider telecommuting 2) the

l' i brary with the opportunity to provide a refer
increase student“s access to the I|library"s ser\

226. Hirko, B. Live, digital reference marketplace. School Library Journal, NetConnect Supplement . 2002;
48(11):1619.
Keywords: ereference/ delivery technology/ USA/ commercial services
Abstract: A review of digital reference software and vendors.

227. ---. Moving fag: the Statewide Virtual Reference Project. Alki. 2002; 18( 2):7.
Keywords: ereference/ public libraries/ USA/ staff training
Abstract: A brief overview of the Washington Statewide Virtual Reference Project, an initiative
focused on developing best praets, methods and standards for creating virtual reference
services in Washington State libraries. Briefly mentions staff training to cower
competencies such as keyboard and chat skills; online searching; critical thinking skills;
effective referencéechniques and troubleshooting.

228. Hitchen, J. Implementing an electronic helpdesk. Library & Information Update. 2003; 24®).38
Keywords: electronic help desks/ delivery technology/ staffing/ information seeking skills
Abstract: Discusses the pegses involved in choosing and implementing and electronic
helpdesk system.

Software - choosing: how easy is it to import a user database? How does the system cope with
large numbers of users? What unique identifiers are available? How easy is it tose@tdow
many licences will be needed? Is there a quick way to log common topics?

Implementation - Number and nature of fields?; user database; call categories?; practical
measures e.g. extra PCs; staff training technological and customer care skills.

Staffing - analysis of traffic statistics to review staffing levels; introduction of student IT helpers
User needs - examination of the call categories of a frequent caller might reveal a need for user
training

229. Hoag, T.J. and Cichanowicz, E. M. Goimgme time with live chat reference. Computers in Libraries.
2001; 21(8):4044.
Keywords: ereference/ public libraries/ USA
Abstract: Describes the development of the Suffolk Cooperative Library System's live, online
chat reference service, a pilot @oj for public libraries in Suffolk County, New York.

230. Hodges, R. A. Assessing digital reference. Libri. 2002; 52 (3} 168/
Keywords: ereference/ academic libraries/ user needs/ USA/ delivery technology
Abstract: Examines digital reference quessioeceived at a large university library in the
Southeastern United States. The goal of this study was to identify user needs as reflected in the
gueries they submitted. Content analysis and descriptive statistics are used to analyze the data.
Findings/conclusions:-
(1) Low student usage of DRrecommend reducing number of clicks needed from the home
page to a minimum.
(2) Reference, instructional , technological and-refrassistance were the most frequent types
of information requested.
(3) Users primaly experienced difficulty searching or accessing specific bibliographic databases
and the OPAC. Other users required instructional assistance.
(4) Questions received simulate those received by traditional ref services
(5) Need for library to better magk service to increase usage from target audience
(6) Recommends use of a FAQ database to manage repetitive questions and save search time
(7) DR form needs to be well designed
(8) The use of more sophisticated software containing collaborative feafreslerowsing,
would better facilitate instructions and demos for librarians and users

231. Hodgkin, A. Integrated and aggregated reference services: the automation of drudgérijdyazine.
2002; 8(4).
Keywords: ereference/ e@esources/ deliveriechnology/ service guidelines/ copyright



Abstract: Discusses the xrefer software which provides aggregrated and integrated online
reference services. Advocates #ygregration model for Web ref servicesadvantages:

(1) by combining ref works togethat one URL, the ref service becomes much better known to
potential users and easier to find

(2) by tackling a number of ref works, there are economies of scale in production and
development

(3) the user's search session is likely to be much more pdweduruitful since a collection of
ref resources 'behind' a common interface can be-sestached

Advantages are scalable.

Goes into detail on the development of xrefer software.

Conclusion:-

A properly comprehensive and scalable ref service needs to:

(1) Incorporate works from a broad range of publishers

(2) Provide a command searching interface to all the resources

(3) Deliver improved browsing possibilities to ensders

(4) Become more informative and more useful as more material is added to the servi

(5) Facilitate selections of appropriate sources by librarians according to the constituencies they
serve

(6) Enable the owners of copyright materials to extract a fair return from widely used and
popular material

(7) Enable the owners of copyright miés to extract a fair return from material that is valuable
but little used

(8) Interact and interoperate with other information services on the Web

232. Hohmann, L. K. Providing reference services over the Internet. Colorado Libraries. 2000; 26&):16

233. Holmer,

Keywords: ereference/ USA/ implementation/ delivery technology

Abstract: An overview of some virtual reference services in the USA. Discussai &d chat
services.

Advises libraries considering instituting welsed ref to: (1) examine the varsoways other
libraries are providing service (2) explore issues related to providing such services (3) consider
the future of wekbased reference. Discusses the disadvantages diageldl ref.

Suggests that librarians need to embrace new technologiésramdate policies that will ensure
that the wekbased ref services they provide are of as high a quality as those provided within the
library.

S. E. and Silveria, J. B. Food for thought at the QandAcafe. Information Strategies 2001; Fort
Myers, Florida. 2001.

Keywords: ereference/ USA/ Virtual Reference Desk

Abstract: A brief overview of the use of the Virtual Reference Desk program in libraries in the
San Francisco and Monterey Bay areas.

234. Hopkins, A. and Sapiie, J. Survey of ttenfidence levels of public service librarians in using electronic

235. Horn, J.

reference sources. The Reference Librarian. 1999; (651231

Keywords: eresources/ public libraries/ staff attitudes/ USA

Abstract: A survey of public service librarians at the Qudkoreugh Public Library in New
York to determine their confidence levels of using electronic resources to answer reference
guestions.

Findings:-

(1) High confidence levels in using the library's catalogue and lower results in using the Internet
(2) The lowsst confidence levels were for questions dealing with personal computers and
handling customer complaints about the Internet

(3) Branch size, position or rank of the respondent did not affect confidence levels in any
predictable fashion

Thduture is now: reference service for the electronic era. Proceedings of the 10th National
Conference of the Association of College and Research Libraries; Denver, Colorado. 2001.
Keywords: ereference/ academic libraries/ USA/ implementation/ staffinyice guidelines
Abstract: Discusses the electronic reference service at the University of California Irvine
Libraries.

Examines the move frommail to web contact centre software (WebLine and eGain). Includes
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236. Horn, J.

guidelines on planning for the implementatiof reattime electronic reference service.
Guidelines (operation and management) - responsibilities of team members for answering
guestions; protocol for answering questions; making referrals and answering questions from
users not affiliated with UCI. &@nples provided.

Staffing issues - transferable knowledge and skills gained through the useralileand
transferable to redlme reference service include (1) experience in conducting electronic
reference interviews (2) experience in defining standrdguality responses (3) knowledge of
the type of FAQs (4) knowledge of how best to structure and conduct user surveys

Issues, other than technological, which must be considered:-

1 Need for user instruction

1 Determine the audience served

1 Costs and technology to support such a service

1 Training requirements

1 Scalability of service

1 Staffing and workload issues potential for service to grow very quickly

Planning for implementation of Real-time electronic reference service issues to consider:-

1 Integration of reatime reference with kperson reference

1 Establishment of service policies

1 Training librarians in the use of Web content sharing software and Web sites

1 Privecy issues

These are just a few of those listed.

Conclusion:-

Electronic reference provides academic libraries with opportunities to expand reference services,
utilise resources and staff innovatively, and engage in collaborative endeavours in ways never
before possible.

and Kjaer, K. Evaluating the "Ask a Question" service at the University of California, Irvine.
Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds. Digital reference service in the new
millennium: planning, managememid evaluation. New York: Ne&chuman Publishers; 2000;
pp. 135152.

Keywords: ereference/ academic libraries/ evaluation / USA/ service guidelines

Abstract: Examines the 3 methods used by UCI Libraries to evaluateciisrence service:
statistical aalysis, user surveys, and quality review. Appendix A provides guidelines for Ask A
Question Responses.

Policies:-

(1) Response time

(2) Target audience

(3) Dealing with noraffiliated users

(4) Types of questions accepted

Focus for evaluation is on (1) qality of the response (2) user satisfaction with the response (3)
the questioranswer process that has been established.

Evaluation methods:-

(1) Statistical analysistypes of users and questions; days and times of activity; turnaround time.
(2) User sweys

(3) Quality review quality of responses; methodsevkluating staff performance include user
surveys, unobtrusive testing, peer assessment, grading or tracking sasbeefment

237. Hoskisson, T. and Wentz, D. Simplifying electronic refereadeybrid approach to or@one

238. Hughes,

consultation. College & Undergraduate Libraries. 2001; 8(2)@&®

Keywords: ereference/ academic libraries/ USA/ delivery technology/ library instruction
Abstract: Discusses Utah State University's hybrid service kra@wherm Paper and Research
Assistance' programme which combinemail reference and iperson reference appointments.
Outlines the philosophical underpinnings of the service; advantages; use statistics ; feedback
from students and colleagues.

C. A. Building a Cheshire Cat: physical space for virtual needs. Discussion Group on Reference
Work, part of the 66th IFLA General Conference; Jerusalem. 2000.
Keywords: ereference/ academic libraries/ USA/ library instruction/ role of librarian



Abstract: Describes the reorganization of the reference services at the University of lowa
Libraries, particularly in terms of space design for virtual reference services.

239. Huling, N. R/evolution in reference services: research on digital referende28@l0; 16(2):2122.
Keywords: ereference/ USA
Abstract: Discusses the digital reference research being conducted by Joseph Janes at the
University of Washington.

240. Hull, T. J. and Adams, M. O. Electronic communications for reference servicese atady.
Government Information Quarterly. 1995; 12(3):2308.
Keywords: ereference/ archives/ government libraries/ USA/ delivery technology
Abstract: Discusses the use of listservmaidl and file transfer protocol as ref and outreach tools
by the Catre for Electronic Records of the National Archives of the United States.

241. Hulshof, R. Providing services to virtual patrons. Information Outlook. 1999; 3¢2320
Keywords: ereference/ user needs/ service guidelines/ delivery technology/ gteasftiif
training
Abstract: Examines the unique aspects of providing library reference services in an electronic
and virtual library setting. Examines issues relating to technical support. Maintains that libraries
should establish policies and proceduresupport virtual patrons.
The principal considerations when dealing with virtual patrons are:
(1) Immediacy- the ease of transmitting requests and the expectation of speedy replies
(2) Intricacy- can reduce benefits of electronic information and setrhe addressed
(3) Interaction lack of
Technical support = most significant additional service that electronic library users have is the
need for technical support.
Considerations when providing technical supp@tf) Parameters of technical suppoeed to be
established (2) Addressing disparities in technical khow of the virtual patrons (3) The need
for carefully designed written materials to support remote users.
Policies on technical support should address:
(1) What kind of virtual patrons Withe library support?
(2) What software, hardware and troubleshooting issues will the library address?
(3) What are the priorities for this support?
(4) What allowance is made for hantf to other services?
All policies should be written down and regijarevisited.
Tools for technical support - hardware and software (choice linked to probable equipment used
by patrons); software manuals.
Impact on staff - all staff should be involved in the development of a technical support plan and
be provided withraining.

242. Hummelshoj, M. Do we really serve our users? A model for evaluation and development of reference
services on the Internet. Discussion Group on Reference Work, part of the 66th IFLA General
Conference; Jerusalem. 2000.

Keywords: ereferencéacademic libraries/ public libraries/ Denmark/ evaluation / web site

design

Abstract: This paper preserasnodel for evaluating and developing ref services on library

web sites. The model illustrates four types of reference service: information seyviakie

added services, communication services and transaction services. It has been applied to surveys
of Web-based reference services in Danish research and public libraries. The conclusion was
that the model is applicable to the evaluation of refisesvin any type of library and could be

the basis for development of services as well.

243. Hummelshoj, M. Virtual reference services in public libraries: from "access to" to "use of" information.
Virtual Reference Desk Conference 2002; Chicago. 2002.
Keywords: ereference/ public libraries/ Scandinavia
Abstract: Presents the results of an evaluation of the virtual reference services in 45 Scandinavian
public libraries.

244. Internet Public Library. IPL press clippings bibliography. 2002.
Keywords:e-reference/ Internet Public Library/ bibliography
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245.

246.

247,

248.

249,

250.

251.

252.

Abstract: Lists published articles about the Internet Public Library.

Irwin, K. R. Professional reference service at the Internet Public Library with "freebie" librarians.
Searcher. 1998; 6(9):223.
Keywords: ereference/ Internet Public Library/ USA/ staffing
Abstract: Describes the voluntedeased reference service provided by the University of
Michigan's Internet Public Library. The service is staffed by library school students and
volunteer préessionals.

Jackson, J. and Parton, B. Virtual Reference Desk for regional education center libraries. lllinois
Libraries. 1999; 81(1):341.
Keywords: ereference/ academic libraries/ USA/ Virtual Reference Desk
Abstract: Discusses the developmeha Virtual Reference Desk at the Lincoln Land
Community College in lllinois.

Jackson, M. G. A primary knowledge revolution: new demands, new responsibilities for reference
librarians and services in the digital age. Library Quarterly. 2002)12@128.
Keywords: ereference/ literature review
Abstract: A review article, discussing three works by Dilevko, Whitlatch, and by Lankes, Collins
and Kasowitz, respectively.

Jackson, W. Faster facts: the Library of Congress tests its virtea¢nek network. Government
Computer News. 2001; 20(12).
Keywords: ereference/ CDRS
Abstract: A brief news article on the Collaborative Digital Reference Service.

Jacso, P. Virtual reference service and disservice. Computers in Libraries. 200522344
Keywords: ereference/ gesources
Abstract: Focuses on making better use of fgjghlity digital reference services in the virtual

context. Discusses the development of the PolySearch Engine which runs a simple query against

several reference thbases at one time.

E-resources - need for library Web sites to avoid including in their link lists inferior sources e.g.
Free Internet Encyclopaedia; should include links to free digital reference sources e.g. xrefer;
need to annotate link collectionged to offer multisearch engines for the most commonly
needed and best readsference sources.

Jaeger, J. Comparing online library and "Ask an Expert" sites. Lankes, R. D.; McClure, C. R.; Gross, M.,
and Pomerantz, J., Eds. Implementing digitéénence services: setting standards and making it
real. London: Facet Publishing; 2003; pp. 202.
Keywords: ereference
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.
Abstract: An examinationf 6 'Ask an Expert' sites and 6 online reference sites in terms of
responses to a set of 10 queries taken from various subject areas.

Jagman, H. An introduction to the next steps in online reference services. Public Services Quarterly. 2002;

1(2)5-13.

Keywords: ereference/ USA/ CDRS/ delivery technology

Abstract: An overview of current digital reference issues. Discusses CDRS; chat seftware
advantages, issue of privacy, staffing issue, consortially staffed projects, getting librarians used
to 'chatting'; need for a policy outlining who can access the service.

Janes, J. Digital reference: reference librarians' experiences and attitudes. Journal of the American Society

for Information Science and Technology. 2002; 53(7):588.

Keywords:e-reference/ staff attitudes/ public libraries/ academic libraries / USA/ staff training
Abstract: Reports the results of a survey of reference librarians in public and academic libraries
of various sizes in the USA asking about their experiences witattiheles towards the use of
digital and networked technologies and resources in reference work. Claims to be the first
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comprehensive examination of this area.

Summary:-

1. In general, respondents were positive and optimistic in their outlook

2. Strongestindings were:

(i) a correlation between recent experience at doing DR and positive attitudes towards it;
(ii) a clear set of opinions about what such services would be best and worst at;

(iii) differing perspectives and patterns of responses betwesteatc and public librarians.
The results address 2 aredg Reference Services and their characteristipgestion difficulty
and numbers 2) Librarians and their characteristiceowledge and experience with
technologies

253. ---. Digital referenceservices, attitudes, and evaluation. Internet Research. 2000; 10{25256

Keywords: ereference/ public libraries/ USA

Abstract: Introduces research, funded by the Library of Congress and conducted at the University
of Washington, investigating theggee and characteristics of digital reference services in US

public libraries. The new research programme consists of 4 studies: (1) Range and scope of DR
in public libraries (2) Evaluation of asirexpert services (3) Survey on attitudes about DR (4)

Ealy experiences and the practice of DR

254. ---, Digital reference services in public and academic libraries. McClure, C. R. and Bertot, J. C., Eds.

255.

256.

257.

258.

259.

260.

Evaluating networked information services: techniques, policy issues. Medford, NJ: Information
Today, Inc, 2001; pp. 175195.

Keywords: ereference/ public libraries/ USA/ service guidelines/ implementation

Abstract: An examination of the websites of a national sample of US public libraries, to
determine the extent, nature and aspects of digital referendeesein public libraries. Areas
investigated were (1) whether a library had a web site (2) characteristics of digital library
services links from home page, existence of FAQs, technological barriers to access, ways of
taking questions, policies on typé questions answered/on kinds of users they would serve/on
the turnaround time for answers.

Recommendations for those currently offering, planning or considering a DR service:-

(1) Be out there don't be put off by concerns about being overwhelmed.

(2) Tell the truth about response time

(3) Think really hard about the questions you'll be best at

---. The Internet Public Library: an intellectual history. Library Hi Tech. 1998; 16(:585
Keywords: ereference/ Internet Public Library/ USA
Abstract: Discusses the development of the Internet Public Library at the University of Michigan.
Includessection on lessons learned.

Janes, J. Introduction to reference work in the digital age. New York:$&miman Publishers; 2003.

Janes, J.ive reference: too much, too fast? School Library Journal, NetConnect Supplement. 2002;
48(11):1214.
Keywords: ereference/ delivery technology
Abstract: A brief review of currentieference issues. Discusses synchronous and asynchronous
technology.

---. Not-for-profit service organizations and economic viability on the Internet. INET96 Proceedings;
Montreal. 1996.
Keywords: ereference/ Internet Public Library/ USA
Abstract: Explores, as a case study, the Internet Public Library regardiogtitsuing economic
viability and sustainability.

Janes, J. What is reference for? American Library Association Annual Conference 2002; Atlanta. 2002.
Keywords: ereference
Abstract: Discusses the future of reference services in a technologitahement.

Janes, J. Why reference is about to change forver (but not completely). Lankes, R. D.; Collins, J. W., and
Kasowitz, A. S., Eds. Digital reference service in the new millennium: planning, management,
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and evaluation. New York: Ne&8lchumarPublishers; 2000; pp. 134.

Keywords: ereference

Abstract: Examines the nature of library reference and the effect that the introduction of the
connectivity of the Internet could have on it. Resources that are important to this emerging
environment areliscussed including information, technologies, people and financial resources.

261. Janes, J.; Carter, D., and Memmott, P. Digital reference services in academic libraries. Reference & User
Services Quarterly. 1999; 39(2):1:450.
Keywords: ereferencehAcademic libraries/ USA/ service guidelines
Abstract: Aimed to identify the proportion of libraries conducting digital reference service and to
examine the characteristics of those serviadigect links from library homepages, ways in
which users submguestions, FAQs documents, policies, technological barriers and the role of
institutional control. Based on a survey of 150 academic library Web sites.
Findings:
(1) 50% of academic libraries offered a DR service
(2) 50% of these were not linked to titerary Web page
(3) More than 50% used a simple Web form, anaél address to which questions could be sent
was the next popular.
(4) Only 3 libraries had FAQ documents
(5) The majority of libraries had each of the listed policies with the most pdmeitay
turnaround time
(6) 18 had barriers

262. Janes, J. and Hill, C. Finger on the pulse: librarians describe evolving reference practice in an increasingly
digital world. Reference & User Services Quarterly. 2002; 42(25%54
Keywords: ereference/ U8/ staff attitudes/ staffing/ service guidelines/ quality standards
Abstract: An exploratory study designed to produce a preliminary sense of reference librarians’
experiences in adapting reference practice to the digital environment. Findings degsaidibe a
variety of experiences and include discussion around service character and policy, the DR
interview, and future directions for ref practice.
Areas addressed ate:
1) Starting a DR servicemotivations and volume of service
2) The character of DR séces- in contrast to traditional ref practice. This section examines 3
areas:
i. Staff and directorshipvarying staffing levels
ii. Policies and guidelineswide variety and little consensus in the development of policy or
limits to DR service. Good table on pg 59 which outlines policies and their limitations.
iii. The ref interview
iv. Equity and quality level of service, evaluation and standards

263. Janes, J.; Hill, C., and Rolfe, A. Askrexpert services analysis. Journal of the Amerigaaiety for
Information Science and Technology. 2001; 52(13):11081.
Keywords: ereference/ commercial services/ expert services/ USA/ implementation
Abstract: A study of 10 commercial and 10 noncommercial onlin@askpert service sites.
The researthers asked 240 questions of these sites. Discusses the history and emergence of non
library commercial and neoommercial information services on the World Wide Web known as
.expert services"
Operation and management
Recommendsonsidering how traffi’clume, site monitoring of expert service procedures and
number of experts is related to overall site performance.
Also suggests that libraries interested in developing better digital reference services should
reconsider decisions to restrict their seegi¢o fact questions and to further develop their
capabilities (and expectations) for answering detailed and sdepEndent questions in the
digital environment.

264. Janes, J. and Silverstein, J. Question negotiation and the technological envir@niribrivlagazine.
2003; 9(2).
Keywords: ereference/ reference interview
Abstract: Discusses the reference interview and question negotiation in the virtual reference
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environment.

Digital transaction modes/Reference interviews characteristics (1) Asynchrommus

interviewing- e-mail and web forms: discussion points loss of nonverbal cues, the disappearing
guestioner, longer interview times, creation of a permanent record, lack of feedback on
responses, opportunity for both parties to think through the guestid response (2)

Synchronous interviewingchat and call centre software: discussion paititee element:

enquirers often in a hurry and sessions can be lengthy, vague queries, unfamiliarity with the chat
medium.

Trends - growth of synchronous senés; more consortial services and greater scrutiny of digital
reference.

Management of reference services - QRC management functions e.g. taking queries via email

or web form, analysing queries, performing query triage etc.

Question negotiation - discussiorof QuestionPoint service, an outgrowth of CDRS; MULDER,

a fully-automated questieanswering system available on the Web; QABuilder software and the
National Science Digital Library.

265. Jawarowski, C. There's more to chat than-chit: using chat $wvare for library instruction.
Information Strategies 2001; Fort Myers, Florida. 2001.
Keywords: library instruction/ distance learning/ USA/ staffing/ delivery technology
Abstract: A brief overview of the library instruction service conducted usingscifiatire at the
Florida Distance Learning Reference & Referral Center.
Choice of software - free, easy to use, requires no downloading or installation byieeidand
accommodates multiple users.
Providing instruction via chat - recommendations: 1) neediBrarians per session 2) use a-pre
written script 3) offer workshops at two different times
Staffing issues - intensive use of librarians (see above)

266. Jenkins, L. The information superhighway, the community college and the real world: reflecttbes on
impact of technology on reference work. Community and Junior College Libraries. 1999;
8(2):4549.
Keywords: ereference/ academic libraries/ USA
Abstract: Discusses the impact of technology on reference work at the Library of Broome
Community CollegeNY.

267. Jensen, A. and Sih, J. Usingrail and the Internet to teach users at their desktops. Online. 1995; 19:82
86.
Keywords: ereference/ academic libraries/ library instruction/ USA/ delivery technology
Abstract: Describes an experiment at thev@rsity of California where-enail is used as a
delivery method for library user instruction modules.

268. Jesudason, M. Outreach to studatitletes through-mail reference service. Reference Services Review.
2000; 28( 3):262267.
Keywords: ereferencéacademic libraries/ USA/ delivery technology
Abstract: Describes anraail reference service to studeathletes at the University of
WisconsinMadison.

269. Johnson, A. Providing useentered reference services: usability in academic libragjeeance sites.
Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing digital
reference services: setting standards and making it real. London: Facet Publishing; 2003; pp.
195204.

Keywords: ereference/ academic libraries/ USA

Notes: Drawn from the Third Annual Virtual Reference Desk Conference,3lRovember

2001, Orlando, Florida.

Abstract: Examines the user interface and accessibilityrefezence services in select American
research libraries to highlight possible reasons wiaference has expanded at a slow rate and
provide recommendations for improvement.

270. Johnson, C. A. and McCarty, L. Distance education and digital reference: the Yellow Brick Road? Alki.

2001; 17(1):€9.
Keywords: ereference/ distance learning/ acaiie libraries/ USA/ role of librarian
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271.

272.

273.

274.

275.

276.

277.

278.

Abstract: A brief overview of distance education and digital reference issues.

Discusses changing role of librarians and library services in distance education in relation to the
huge expansion of digital resources.

Examines competition from the private sector.

Proposes a hybrid formula for distance education rather than the formation of a virtual university.
The hybrid format would be achieved by increasing the number of online courses and in the use
of the Internet.

Rails against disintermediation.

Johnston, S. D. Rethinking privacy for the virtual library. Lankes, R. D.; McClure, C. R.; Gross, M., and
Pomerantz, J., Eds. Implementing digital reference services: setting standards and making it real.
London: Faet Publishing; 2003; pp. 446.

Keywords: ereference/ privacy

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 INovember
2001, Orlando, Florida.

Abstract: An examination of aspects of information privacy as they relate to vefaegdnce
service.

Jokitalo, P. The Finnish library portal-IDb Magazine. 2000; 6(10).
Keywords: ereference/ public libraries/ Finland
Abstract: Brief article discussing the Finnish Networked Public Library Services, eb¥éelol
portal that inalides an Ask A Librarian service.

Jones, A. and Webb, E. An evaluation of the use of an intkasetd knowledgebase to suppoHioe
dialogue. Learning Technology. 2000; 2(1).
Keywords: ereference/ academic libraries/ UK/ user needs
Abstract: Dscusses a prototype intraf®tsed knowledgebase at the University of Teeside,
where students can search for questions using selected keywords, ask questions which are
answered by appropriate experts, and contribute to official answers.

Jonsby, E. Te virtual librarian answers your questions. Scandinavian Public Library Quarterly. 2000;
33(3):2022.
Keywords: ereference/ public libraries/ Sweden/ delivery technology
Abstract: Discusses a public, wehsed 'Ask the Library' service being operate@®wedish
public libraries.

Joshi, I. AskUsQuestions.com: live experienced librarians available over the Web. Unabashed Librarian.
2001; (118):913.
Keywords: ereference/ USA
Abstract: Discusses the cHadsed eeference service at libraries in tRerth-east Ohio area.

Kaske, N. and Arnold, J. An unobtrusive evaluation of online real time library reference services. Library
Research Round Table, American Library Association Annual Conference; Atlanta, Georgia.
2002.
Keywords: ereference/ U8/ delivery technology/ public libraries/ academic libraries
Abstract: A study of rediime reference services at 6 public libraries and 30 academic libraries in
the USA. Addressed 3 areas: 1) performance of the ‘chat’ service 2) accuracy of resgbeses 3)
ref interview process

Kasowitz, A. Facets of quality for-K2 digital reference services. 1999.
Keywords: ereference/ school libraries/ USA/ quality standards
Abstract: Discusses 11 ‘facets of quality' for building a digital reference adovithe k12
educational community, as identified by the 1997 Virtual Reference Desk Expert Panel. The
facets are divided into 2 main categories: user transaction and service development and
management.

---. Untitled paper. Proceedings of thegtiAnnual Federal Focus Bdentor Symposium; Washington,
DC. 1999.
Keywords: ereference/ USA/ Virtual Reference Desk
Abstract: An overview of digital reference services, in particular the Virtual Reference Desk
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Project at Syracuse University. Descrildéggrent types of 'AskA' services and the issues faced
by DR services message components; quality control;-ageropriateness; privacy; turnaround
time; expert competencies and training; technology and volunteers.

279. Kasowitz, A.; Bennett, B., anidankes, R. D. Quality standards for digital reference consortia. Reference
& User Services Quarterly. 2000; 39(4):3563.
Keywords: ereference/ quality standards/ school libraries/ USA
Abstract: Identifiesa working set of standards by which to assess individual digital reference
services and to define membership within a collaborative network of digital reference services.
The standards are designed for the Virtual Reference Desk AskA Consortium. This article
presents the standards in the context dfiti@nal and digital reference evaluation; describes the
process by which the standards were created and revised; presents the standards as defined by
multiple levels of adherence; discusses common themes reflected in the standards and applies the
standard to other digital reference contexts and consortia. Plans for continual evaluation of the
standards are also discussed.

280. Kasowitz, A. S. AskA service question submission forms; 1998.
Keywords: ereference/ USA/ expert services
Abstract: An overvier of query forms provided by 8 exemplary AskA services identified by the
Virtual Reference Desk project.

281. --. Guidelines for information specialists of R digital reference services; 1998.
Keywords: ereference/ service guidelines/ USA
Abstract: Gfers guidelines for providing information to-K2 community members over the
Internet. These guidelines are based on the Eisenberg & Berkowitz's Bigé tsléks
definition; information seeking strategies; location and access; use of informatidresgrand
evaluation.
1) Task definition identify question in message and user characteristics, determine appropriate
type of response.
2) Information seeking strategiethink about possible sources to answer question, decide which
sources are most aggpriate for question.
3) Location and accessind appropriate sources, find info within sources that best answers the
question.
4) Use of info- access info found in response or from own expertise, transfer info into response.
5) Synthesis provide fat¢ual info and/or refs to resources in response, provide instructional
guidance for using info, use clear and appropriate language and presentation.
6) Evaluation review content, evaluate language and tone of message.

282. --. Promoting information mblem solving in digital reference responses. 1998.
Keywords: information seeking skills/ library instruction
Abstract: Describea well-known model of information problem-solving (The Big6) and
suggests ways that information specialists can instruatrehiland adult users to use information
problemsolving in assignments, research and aspects of daily life.
Step 1- Task Definition: info specialists can provide tips and questions for users to think about
in focusing on a specific info problem. They nmayo refer users to other individuals who can
help them with this process e.g. teachers, parents.
Step 2- Information Seeking Strategies: info specialist guiding the user to info resources.
Step 3- Location and Access: info specialist describes thesaets made in locating and
accessing info and in so doing, helps teach users to search for info and use resources effectively
on their own.
Step 4- Use of info: info specialist guiding users in effective methods for interacting with the
info provided.
Step 5- Synthesis: info specialist helping users present info that they've gathered from various
sources.
Step 6- Evaluation: info specialist guiding users through the evaluation process by explaining
decisions made in including info and resources withinrésponse and by encouraging users to
assess their own use of resources and involvement in the info problem solving process.

283. --. Trends and issues in digital reference services. Syracuse, NY: ERIC Clearinghouse on Information
and Technology; 200 ERIC Digest EDAR-2001-07.
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Keywords: ereference/ USA/ delivery technology/ collaboration / technical standards

Abstract: Discusses the provision of rate reference service, collaborative efforts among
networks of libraries and organizations, dahd development of quality and technical standards.

1) Collaborative DR serviceshenefits (sharing of expertise and resources; expansion of hours

and larger knowledge bases) and challenges (ensuring quality of responses; reaching consensus
in developingpolicies and procedures and configuring technology)

2) Developing standardQuestion Interchange Profile (QulP) and KnowledgeBit

284. Katz, B. Long live old reference services and new technologies. Library Trends. 2001; 502856263
Keywords: ereference
Abstract: Argues that it is necessary to fit new technologies into traditional reference service
goals and hence a new approach to many methods of service is required. Includes a discussion of
24/7 online reference services.

285. Kautzman, A. M. Digal impact: reality, the Web, and the changed business of reference. Searcher. 1999;
7(3):1824.
Keywords: ereference/ academic libraries/ staff training
Abstract: Examines the ddg-day realities of running an academic library reference desk with
digital resources. Addresses the issues of infrastructure (equipment and maintenance);
hardware/software (upgrading); training (the endless pursuit of technological
expertise);collections and reference.

286. Kawakami, A. K. Delivering digital reference. Sdid.ibrary Journal, NetConnect Supplement . 2002;
48(5):2829.
Keywords: ereference/ implementation/ staffing/ staff training
Abstract: Discusses the management of virtual reference services. Areas covered are: staffing;
training; time management; opegihours; questions asked; marketing; librarian privacy issues
and customer feed back.
Staffing - various models discussed e.g. collaborative approach; centralised approach within the
institution.
Training - via software vendor, internal efforts e.g. helgfirectories and tips for using search
engines.
Time management - staff the desk away from-{person and telephone interruptions; shift
length.

287. Kawakami, A. K. Testing the road to reahe digital reference: pilot projects at the University of
California, Los Angeles. Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds.
Implementing digital reference services: setting standards and making it real. London: Facet
Publishing; 2003; pp. #B1.

Keywords: ereference/ academic libraries/ USA

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.

Abstract: Discusses the implementation of#t@ak digital reference using collaborative Web
browsing software in three pilot projects at UCLA.

288. Kelly, J. and Robbins, K. Changing roles for reference librarians. Journal of Library Administration.
1996; 22(2/3):1141.21.
Keywords: academic libraries/ role of librarian
Abstract: Raises questions about the future of traditional reference sémvigis of rapid
developments in computing and networking in academic libraries.
Role of librarian:-
1) Ref librarians being relieved of non professional tasks and being given responsibilities for
tasks traditionally done at higher levels.
2) Librariansbecoming more involved with the computer specialists and the support staff and
more active in outreach to users.
3) Teaching may be more of an emphasis for librarians of the future due to changes in the
curriculum towards problerhased learning.
4) Consumeanalysis- asking users about their needsill become part of their roles.

289. Kena, J. Performance indicators for the electronic library. 1998.



Keywords: ereference/ public libraries/ performance indicators/ Australia/ evaluation
Abstract: Digusses Peter Brophy's work on developing performance indicators (PI) for
electronic libraries and how these are used for collecting and reporting performance data for
electronic library services in New South Wales public libraries. How Pl are categamisdhle
difficulties in devising them are discussed.

Need for performance indicators to be both quantitative and qualitative and measure inputs,
outputs and impacts.

Electronic library must be evaluated as part of a total library service and in teraehof e
individual electronic title held. This paper addresses performance indicators in terms of the total
library service.

PI can be categorised in terms of managerial tasks:-

1) operational managememday-to-day organisation and control

2) forward planmg - medium to long term, trends, whifs

3) evaluation and reviewanalysis of activity in relation to user requirements, comparision with
other libraries

These are discussed in greater detail {108

P1 can be categorised in terms of:-

1) input meastes (staff, material, funds)

2) output measures (ILL transactions, ref enquiries, new titles)

3) outcome or impact measures (customer satisfaction, effect on users)

Areas suggested for qualitative assessment (McClure & Lopata, 1996):

1) Users number andype

2) Costs

3) Network traffic- amounts and type

4) Use- amounts and type

5) Services applications available

6) Support

290. Kenney, B. Live, digital reference: a close look at libraries' exciting new service. 2002; 1278®):46
Keywords: ereference/ USA/ staffing/ staff training/ evaluation
Abstract: Report of a Library Journal Round Table discussion on digital reference services.
Issues addressed were:
1) Numbers and marketing 2) Sustainability 3) Competition and models 4) Evaluation 5)
Outsourcing 6) Staffing and training 7) The future 8) Beyond the library

291. Kibbee, J.; Ward, D., and Ma, W. Virtual service, real data: results of a pilot study. Reference Services
Review. 2002; 30(1):286.
Keywords: ereference/ academic librariesSl8/ staffing/ staff training/ evaluation / service
guidelines/ delivery technology
Abstract: Discusses the implementation of a pilot-tisaé online reference service at the
University of lllinois at Urbang&hampaign. Issues addressed were: 1) softvedeeton-
HumancClick; 2) policies and procedurescope, intended audience and confidenitality; 3)
promotion and marketing; 4) user interface; 5) training and stafiiteyelopment of a staff
training Web site) and 6) evaluatietranscript archive dabase.

292. Kibbee, J. Z. Organizing, delivering, and managing reference services. Bopp, R. E. and Smith, L. C., Eds.
Reference and information services: an introduction. 3rd.ed. ed. Englewood, Colorado: Libraries
Unlimited, Inc.; 2001; pp. 26378.
Keywords: ereference/ delivery technology/ role of librarian
Abstract: Includes 2 relevant sections:
1) 'Moving beyond library walls'initiatives to provide information services to remote users,
primarily utilising email and videoconferencing.
2) 'New rdes, new responsibilitiestole of ref librarian as an information organiser/creator and
technology facilitator.

293. Kimmel, S. and Heise, J. Being there: tools for online synchronous reference. Online. 2001; 25(6):30
Keywords: ereference/ acaddmlibraries/ USA/ delivery technology
Abstract: Discusses the six software producsnvey Systems, LiveHelper, Livgssistance,
InstantService, C&IVE and Live Person considered for use in the pilotreference service at
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Lehigh University in Bethleem, PA. Includes a listing of Lehigh's software feature wish list
functionality; patron interface; agent interface and administration. Each product is evaluated
against these 4 areas.

294. Kishy, C.; Kilman, M., and Hinshaw, C. Extended referera®ise in the electronic environment.
Information Technology and Libraries. 1999; 18(2)%&
Keywords: ereference/ academic libraries/ USA/ library instruction
Abstract: Describes how an extended reference service, knovarsasalised Electronic
Reference Consultation, is offered within the electronic environment at the University of
Central Florida Library. This programme offers @neone instruction.Indicators of success:
1) librarians report the programmes as successful because of the rewstatigion with
patrons and because of the opportunity to examine resources in more depth 2) patrons report
satisfaction when they have obtained the information they needed at the time and also have made
a breakthrough in understanding how to use thatipbi3) expanded use of the service as
reflected in the statistics.

295. Klassen, T. W. Usenet as a reference tool. Reference Services Review. 1995; AH 2013
Keywords: ereference/ academic libraries/ USA
Abstract: This article provides a brietiaduction to Usenet and how it can be used for reference
work, plus a guide to some of the issues involved with posting ref questions to Usenet.

296. Koch, N. Ready with answers around the clock. The New York Times. 2002; (29 August).
Keywords: ereference/ USA
Abstract: A brief news article outlining some 24/7 reference services in the US.

297. Kolandaisamy, M. and Keech, M. Moving towardsiur support. Victorian Association for Library
Automation 10th Biennial Conference and Exhibition; Melbour2@00.
Keywords: ereference/ electronic help desks/ distance learning/ UK/ Australia/ collaboration
Abstract: Discusses a collaborative project between the Macquarie University in Sydney and the
London School of Economics to provide-Bdur informationservices to remote students
[although most of the questions are technical in nature].
Contents - Service Level agreement features; teething problems; marketing; message handling;
query types discussed.
Conclusion: recognised economies of scale in termbalp desk support.

298. Koyama, J. Thttp://digiref.scenarios.issueReference & User Services Quarterly. 1998; 38(1531
Keywords: ereference/ implementation
Abstract: Discusses issues raised lgydbvelopment of remote reference. 2 separate scenarios
are proposed: 'broken down ref service' and 'doing the tango'. The former relates to how Internet
users and their information seeking behaviour challenge the traditional ref service model, its
asso@ted value system and the librarian role in that model. The latter relates to a vertical model
of close linkages between librarians and users who are engaged as info partners along a
continuum of question/answer/consultation activities (‘high touchtbigi concept).
Concluding issues:
1) Important to develop and plan a DR service with the institutional mission in mind.
2) Administrative, particularly financial, issues are a bit more complex in this context.
3) What preparation and new skills are regdifor DR? What kind of research is needed to
understand Internet users and their information seeking behaviour?
4) Role of academic ref librarian as a generalist versus a subject specialist

299. Kratzert, M.; Richey, D., and Wassman, C. Tips and snhgsademic cyberreference. College &
Undergraduate Libraries. 2001; 8(2):83.
Keywords: ereference/ academic libraries/ USA/ service guidelines
Abstract: Discusses practical applications and procedures needed to establish a cyberreference
programme iran academic setting covering both the challenges and obstacles inherent in
establishing a new technological service.
Service criteria:-
1) Primary clientele who should they be?
2) Format- e-mail? video? chat room?
3) Staffing- who? need for a subjespecialist?


http://digiref.scenarios.issues/

300.

301.

302.

303.

304.

305.

306.

4) Response timewhat length?

5) Types of questions

6) Support servicewhen cyberreference system goes down

7) Language provisionto reflect cultural differences

8) Location of librarian at ref desk? in office?

These service parametetsould be followed by a compact and simple electronic ref request
form or question box.

Electronic form design guidelines:-

1) Compact, written in a clear and simple language and fit on one complete screen
2) Uniform fonts and type style whichare simpitelaraphically pleasing

3) An alternative way of contacting the client should be provided

4) The guidelines or request form should indicate that the ref service is confidential

Kresh, D. and Arret, L. Collaborative Digital Reference Service: upmtateC initiative. Lankes, R. D.;

Collins, J. W., and Kasowitz, A. S., Eds. Digital reference service in the new millennium:
planning, management, and evaluation. New York: fedduman Publishers; 2000; pp-&1.
Keywords: ereference/ CDRS

Abstract: A satus report on the Library of Congress CDRS.

Kresh, D. and Arret, L. Do birds fly? Some thoughts after the Library of Congress Institute on "Reference

Service in a Digital Age". Reference and User Services Quarterly. 1998; 3821):17

Keywords: ereference/ USA

Abstract: Reviews the many issues facing reference librarians as the world inexorably moves
toward an increasingly electronic world of information and information resources. Overviews
issues discussed at a Library of Congress Instutute éeréRee service in a Digital age' in June
1998.

Kresh, D. N. From sshh to search engine: reference.net on the Web. Information Technology and

Libraries. 2001; 20(3):13%942.

Keywords: ereference/ CDRS/ USA

Abstract: Describes the development of @wlaborative Digital Reference Service (CDRS) by
the Library of Congress and partner libraries.

Article is very similar to Kresh article entitled ‘Library quality reference meets the World Wide
Web' (2001).

---. Libraries meet the World Wide Wethie Collaborative Digital Reference Service. ARL Bimonthly

Report. 2001; (219).

Keywords: ereference/ CDRS

Abstract: An overview of the Library of Congress CDRS.

Operation and management

CDRS provides professional reference service to researchers araityndnere, through an
international online network of libraries and related institutions.

---. Library quality reference meets the World Wide Web. 67th IFLA Council and General Conference;

Boston, MA. 2001.

Keywords: ereference/ CDRS/ USA

Abstrad: Discusses the Library of Congress Collaborative Digital Reference Service (CDRS).
CDRS provides professional ref service to users anytime anywhere through an international
digital network of libraries.

---. Offering high quality reference sereion the Web: the Collaborative Digital Reference Service

(CDRS). DLib Magazine. 2000; 6(6).

Keywords: ereference/ USA/ CDRS

Abstract: An explanation of the CDRS (Collaborative Digital Reference Service).

Operation and management

Promotes idea of collabation- by linking libraries for reference services, the CDRS would
combine the power of local collections and staff strengths with the diversity and availability of
libraries and librarians everywhere, 24/7.

LaBounty, V. Reference desk on the hmiet. Book Report. 1997; 16:19.
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Keywords: ereference/ school libraries/ USA

Abstract: Describes an electronic service called KidsConnect, part of a technology initiative of
the American Association of school librarians which aims to connect librariacetes and

students with curriculumelated material on the Internet. A message sent to the site is routed to
school librarians who have volunteered to offer guidance and suggestions for solving information
problems.

307. Ladner, S. J. and Tillman, H. Mising the Internet for reference. Online. 1993; 17(1545
Keywords: ereference
Abstract: An early article on how reference librarians might use the Internet. The focus is on the
use of discussion lists and on the searching of remote databases.

308. Lagace, A. Establishing online reference services. Janes, J.; Carter, D.; Lagace, A.; McLennen, M.; Ryan,
S., and Simcox, S. The Internet Public Library handbook. New York-Sigaliman Publishers;
1999; pp. 153184.
Keywords: ereference/ USA/ public litaries/ delivery technology/ staff attitudes
Abstract: Chapter from the IPL Handbook. Includes sections on: 1) How the IPL Reference
Centre handles questions (QRC system) 2) Issuesrfailereference services: Electronic
question form design;
language (gestions from those whose first language is not English);vohooping with;
timelapse and agerequests from children 3) Important characteristics of high quality reference
4) Staff concerns

309. Lagace, N. The Internet Public Library's 'Ask a gioestvorldwide reference service'. Art
Documentation. 1998; 17( 1}A
Keywords: ereference/ Internet Public Library/ USA/ delivery technology
Abstract: Discusses the Internet Public Library at the University of Michigan.

310. Lagace, N. and McClennekl. Questions and quirks: managing an Intetmeted distributed reference
service. Computers in Libraries. 1998; 18(2):p224
Keywords: ereference / Internet Public Library/ USA/ delivery technology/ library instruction
Abstract: Discusses the Interfiiblic Library at the University of Michigan.
Software - use of QRC (Quirk): very flexible, easily configured system.
Operation and management - discusses how questions are handled. Recommends use of a
detailed Web form in order to ensure high qualitysgiee messages. In addition a librarian's
response should include much more than just a list of Web sites or article citations, should
include an explanation on how to use the resources and suggesting other locations for resources
e.g. local library.

311 LaGuardia, C. The future of reference: get real! Reference Services Review. 2003; 3471):39
Keywords: reference services/ user needs/ staffing / library instruction
Abstract: A response to the five white papers on the future of reference servamtgutess part
of the RUSA programme at the 2002 ALA Annual Meeting.
Significant issues in 2002 (1) Design the right systems for patrons (2) Keep a local focus on
user needs (3) Get a realistic perspective on library instruction based on local needs (4)
Acknowledge the paradigm shift in reference question complexity questions more complex,
more timeconsuming and larger in scope; information available immense; users unfamiliar with
subject and requiring a thorough introduction to a new methodology ofchg®a PR
Staffing issues - physical location of service: potential of librarians working from home; 24/7
service- impact on staffing resources: role of telecommuting to reduce overheads

312. Lam, K. Exploring virtual reference: what it is and whanhay be. Lankes, R. D.; McClure, C. R.; Gross,
M., and Pomerantz, J., Eds. Implementing digital reference services: setting standards and
making it real. London: Facet Publishing; 2003; pp331
Keywords: ereference
Notes: Drawn from the Third Annual \iral Reference Desk Conference;l2 November
2001, Orlando, Florida.
Abstract: Proposes an expert system methodology to impart some artificial intelligence to virtual
reference.
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313. Lamolinara, G. and Grynke, R. Reference service in a digital ageryimstitute focuses on electronic

tools. Library of Congress Information Bulletin. 1998; 58(8)-193.

Keywords: ereference/ USA

Abstract: A review of a Library of Congress Institute held in June 1998 which focused on
electronic reference work in lilaries. Article on the same topic by Kresh and Arret (1998)
entitled 'Do birds fly?"

314. Langlois, G. A need to know. Federal Computer Week. 2001; (2 July).

Keywords: ereference/ CDRS
Abstract: An overview of the Library of Congress CDRS.

315. Lankes R. D. An agenda for digital reference. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds.

Digital reference service in the new millennium: planning, management, and evaluation. New
York: NeatSchuman Publishers; 2000; pp. 2222.

Keywords: ereference/ role of librarian

Abstract: Emphasises the need for networked knowledge in addition to digitisation of secondary
resources. Introduces a 'primary knowledge revolution’, where people are connected with experts
and experience and the end productgtodal brain.

Role of the librarian - no longer simply to point out relevant information to a patron but to point

out the 'best’ resources. Librarians as key intermediaries, trained information brokers. They will
become context experts.

316. ---. AskA's: lesson learned from-K2 digital reference services. Reference & User Services Quarterly.

1998; 38(1):63

Keywords: ereference/ school libraries/ USA/ role of librarian/ staffing/ technical standards/
implementation

Abstract: Outlines current thinkg relating to K12 digital reference services.

Role of librarian - need for librarians to update their skills in response to perceived changes to
the ref environment; skills must include an ability to evaluate networked resources; act as a
bridge betweerechnology and user; paraprofessionals freeing librarians to concentrate on
higherlevel tasks; greater collaboration with other types of professionals e.g partnering with
computing services; librarians provide ‘context' i.e. collection become so largatifwats no

longer desire the full range of info available on a given topic, but only the 'best' information
librarian as a 'filter'.

Staffing - Mardikian and Kesselman's Staffing Levels model: LeveMinimum Human
Intevention; Level 2 Library Intems/Trained Paraprofessional staff; Levell3brarians,

Subject Specialists.

Lessons learned from K-12 DR services a.k.a. AskA's:

1) DR is possible and it is more than bookmarks and Web pages

2) Experts and expertise can be included in the collection

3) Providing DR does not require a computer science degree

QuIP - a means of representing threads of questions and answers in an electronic record; outlines
the various components of QulIP on pg 21.

317. ---. ASKERIC and the virtual library: lessons for egiag digital libraries. Internet Research: Electronic

318.

---. The

Networking Applications and Policy. 1995; 5(1):68.

Keywords: ereference/ USA/ expert services

Abstract: Discusses the development of the US Department of Education's ASKERIC project, the
online edgational question answering service (one of the major education digital libraries on the
Internet). Article states that it is the emphasis on the user (in system design and service
planning) and the inclusion of the human intermediary that makes AskERt&€a of other

Internet services.

birth cries of digital reference. Reference & User Services Quarterly. 2000; 39(4):352
Keywords: ereference/ USA

Abstract: An introduction to a special issue on digital reference based on papertefdratére
Virtual Reference Desk First Annual Conference, 'Reference in the new millenium: evolving
roles for the information professional'. Addresses the 3 main emerging concerns: 1) how to
manage the overwhelming use of DR services 2) how DR chabgasylpractice 3) software
and customer service operations that providetiesd service.
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319. ---. Building and maintaining Internet information services: Dissertation draft: Syracuse University; 1998.
Keywords: ereference/ schools/ information need
Notes: Is this the same study as that discussed in the 1998 report by Lankes, published by the
ERIC Clearinghouse on Information and Technology, and available on restricted access fiche?
Abstract: This study addressed the problem of Internet informatisiteshaving to meet the
increasing information demands of users in the dynamic Internet environment. The purpose of
this research was to uselR digitial reference services as a starting point to better understand
the process of building and maintainimgernet information services.
3 research questions were asked:
1) What are exemplary-K2 digital reference services' detectors (i.e. inputs) for Internet agent
types, internal inputs and influences external to both the Internet and the organisation?
2) What are exemplary ¥ 2 digital reference services' rules for processing the input from
detectors and, through resources, build and maintain effectors (i.e services)?
3) What are exemplary-K2 digital reference services' effectors (i.e. outputs) usetest users'
information needs?
It includes sections on Ask A Volcanologist, Ask Shamu, Dr Math, How Things Work, Mad
Scientist Network and the National Museum of American Art Reference Desk.

320. ---. Building and maintaining Internet information sendc&-12 digital reference services. Syracuse NY:
ERIC Clearinghouse on Information and Technology; 1998.
Abstract: This monograph is based on Lankes' dissertation draft entitled ‘Building and
Maintaining Internet Information Services'.

321. --. Building the Virtual Reference Desk. 1998.
Keywords: ereference/ Virtual Reference Desk/ USA
Abstract: Presents the Virtual Reference Desk project, a project aiming to establish a national
cooperative DR service for the X2 education community. The VRD's faionis, components
and proposed services are outlined. Also discusses the formation of an AskA consortium which
will have 2 major functions: 1) A cooperative network that seeks to provide resources to its
members 2) A guiding body for the VRD.
Service rurby volunteers/mentors (telaentoring) with multiorganisational input.
Functions of the project:
8§,answering® function user asks question and /
§,0o0rganising® function the matching of mentor s
A resourcehat is a cooperative of all those interested in improving education including schools,
colleges, industry, government and qualified experts.
Linking the K-12 community directly with expertise and primary source information.

322. ---. Current state ofidital reference in primary and secondary educatichilbMagazine. 2003; 9(2).
Keywords: ereference/ schools/ North America/ expert services
Abstract: Examines the domain of digital reference services for and by the primary and
secondary education conumity in North America. Data is provided to demonstrate the current
understanding of education question types and education users in digital reference. Discusses
KidsConnecandAskERIC.
Conclusions:
1) All levels of education use digital reference s
2) Education questions, while covering a broad range of topics, concentrate most heavily on
science (in the case of students) and language arts (in the case of education professionals).
3) Usefulness of education digital ref services as researctoements.

323. ---. Emerging standards for digital reference: the Question Interchange Profile. Lankes, R. D.; McClure,
C. R.; Gross, M., and Pomerantz, J., Eds. Implementing digital reference services: setting
standards and making it real. London: Fdaablishing; 2003; pp. 893.
Keywords: ereference/ technical standards
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.
Abstract: Outlines the concepts, terminology, and a proposal for a limkéeganism for digital
reference services, called the Question Interchange Profile (QulP). The logic behind QuIP
(proposed standard), its proposed elements and its implementation are presented.
Standards - need to create due twowth in new consortia artb-operative digital services use
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of a broad distributed network of answer sources requirement for interoperability of
heterogeneous serviceSypes of standards service profiles; knowledge base creation and
maintenance and question transfer protacols

Conclusions:-

x Technical standards, in conjunction with quality standards, are essential for expanding digital
reference and integrating it into the larger domains of libraries and customer service.
xStandards shoul d not boteathershedldtincltdealdargec hni cal ser
involvement from reference librarians and more broadly the question answering community.

x Only with well-established and understood technical standards can the digital reference
community engage software producers dratechnical community to help improve the practice
of digital reference.

324. ---. The foundations of digital reference. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds. Digital
reference service in the new millennium: planning, Managemethigaaduation. New York:
NealSchuman Publishers ; 2000; pplQ.

Keywords: ereference/ @esources/ role of librarian

Abstract: Outlines the emerging field of digital reference and examines the changing roles of
reference staff. It also examines 2 kesues that DR service must facealability (the ability

for services to grow) and ambiguity (identifying the resources needed to meet users' needs before
answering a question).

Role of librarian - must now make selection decisions at the point of myguiust decide what

is a quality resource and what resource best addresses a topic other than a subject bibliographer
or collection development staff; transformed from information interface to information broker.

325. Lankes, R. D. I want my flying catankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds.
Implementing digital reference services: setting standards and making it real. London: Facet
Publishing; 2003; pp.-b.
Keywords: ereference
Notes: Drawn from the Third Annual Virtual Reéece Desk Conference,-13 November
2001, Orlando, Florida.
Abstract: Introduction to the book.

326. Lankes, R. D. The Virtual Reference Desk: building a network of expertise for America's schools. White
paper. Syracuse, NY: ERIC Clearinghouse darmation and Technology; 1998.
Keywords: ereference/ Virtual Reference Desk/ USA/ technical standards
Abstract: This paper presents the VRD project, its current activities and a proposed information
system architecture to build a human intermediatedor&tef expertise and experience for the
K-12 community. This paper demonstrates the viability of implementing adagde info
system that directly utilises human expertise. A preliminary technical architecture is outlined
that consists of a metaage function to connect DR services and a 'shrink wrapped' software
package to help build and maintain new DR services.
Includes a section on the Question Interchange Profile.

327. ---. The Virtual Reference Desk: building human expertise into informatistems. Proceedings of the
ASIS Annual Meeting; Pittsburgh, PA. 1998:-8Q.
Keywords: ereference/ Virtual Reference Desk/ USA/ technical standards
Abstract: Discusses the Virtual Reference Desk project, which seeks to study, support and
improve currenK-12 digital reference services, as well as build a foundation for a national
cooperative digital reference service. This paper is very similar to that entitled 'The VRD:
Building a network of expertise for America's schools' by the same author.

328. --. The Virtual Reference Desk: Question Interchange Profile. 1999.
Keywords: ereference/ Virtual Reference Desk/ USA
Abstract: A white paper which presents the VRD project and a proposed information system
architecture to build a human intermediatetwork of expertise and experience for thd K
community. Discusses Question Interchange Profile (QulP), a generalised means of expressing
discussioHike interchanges between one or more people or organisations.
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329. Lankes, R. D. and Kasowitz, A. Bhe AskA starter kit: how to build and maintain digital reference

services. Syracuse, NY: ERIC Clearinghouse on Information and Technology; 1998.

330. Lankes, R. D.; McClure, C. R., and Gross, M. Assessing quality in digital reference services. Pgeceedin

331.

332.

333.

334.

of the ASIST Annual Meeting; Washington, DC. 2001:-323.

Keywords: ereference/ quality standards/ USA

Abstract: Outlines study to develop methods to assess the quality of digital reference

services; test and refine measures and quality standardsscribe digital reference services, and
to produce a guidebook that describes how to collect and report data for these measures and
standards.

Assessment measurement components:-

1) Outcome measures (quality of answers) accuracy of responses; appriapeness of user
audience; opportunities for interactivity; instructiveness and impacts resulting from the DR
process.

2) Process measures (effectiveness and efficiency of processgrvice accessibility; timeliness

of response; clarity of service proeeds; service extensiveness (% of questions answered); staff
training and review; service review and evaluation; privacyof user information; user awareness
(publicity).

3) Economic measures ( costing and cost effectiveness of DRhe cost to conduct a DR

session; infrastructure needed to support quality DR services and impact of these costs on other
library expenditures.

4) User satisfaction (degree to which users engaged in DR services are satisfied with the process
and the results) satisfaction indicers can include accuracy, timeliness, behaviour of the staff,
technical considerations, physical facilities and others.

These categories can overlap since measures can describe multiple components.

Lankes, R. D. and Shostack, P. The necessityabtirae: fact and fiction in digital reference systems.

Reference & User Services Quarterly. 2002; 41( 4)350.

Keywords: ereference/ USA/ delivery technology

Abstract: Uses data from AskERIC to demonstrate that asynchronouss@ldme) digital
reference services are not only useful and used but may have greater utility thaneeal
systems. The results do not indicate user preferences fdimeabr asynchronous services,
rather they speak to the sufficiency of asynchronous service.

Conclusion - reattime systems and asynchronous systems will need to coexist.

Lederer, N. Email reference when, where, and what is askedNixon, C., Ed. Proceedings of the Internet

Librarian 2000 Conference; Monterey, CA. Medford, NJ: Information Today, 2900: 9696.
Keywords: ereference/ academic libraries/ public libraries/ USA/ delivery technology
Abstract: Discusses the findings of surveys-ofi@l reference services in US academic and
public libraries and then gives an overview of ColaradteStaiversity's email reference
experiences.

Lejeune, L. The Internet Public Library. The Journal of Electronic Publishing. 1997; 3(2).

Keywords: ereference/ Internet Public Library
Abstract: An overview of the development of the University ofiitjan's Internet Public
Library. Brief section on lessons learneateed for strategic marketing and planning.

Lessick, S. Transforming reference staffing for the digital library. Lankes, R. D.; Collins, J. W., and

Kasowitz, A. S., Eds. Digitaleference service in the new millennium: planning, management,
and evaluation. New York: Ne&8lchuman Publishers; 2000; pp-26.

Keywords: ereference/ academic libraries/ USA/ staffing/ delivery technologgbeurces

Abstract: Discusses the need feademic librarians to redefine current staffing systems in order
to accommodate digital reference service and describes 3 digital reference initiatives at the
University of California, Irvine Librariesvideo reference, Web reference, and call messaging.
Staffing - supplementing desk staff with paraprofessionals (provide triage and basic information
services) and students (provide technical support); idea of a tiered reference infrastructure
occuring at one centralised service point; need to identifyiceestaffing strategies to support
digital services

335. Lessick, S. ; Kjaer, K., and Clancy, S. Interactive Reference Service (IRS) at UC Irvine: expanding
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reference service beyond the reference desk. ACRL 1997 National Conference; Nashville,
Tennesseel997.

Keywords: ereference/ delivery technology/ academic libraries/ USA

Abstract: Describes the 'telereference’ project at the University of California, Irvine, where
librarians can conduct reference interviews with medical students using videocoinfgrefihe

project is testing the feasibility, costs and benefits of implementing such a service on an ongoing
basis. Goal was to integrate the interactive reference service into regular reference desk
functions.

Preliminary evaluation observations desdi

1) Feedback from students very positive especially in relation to convenience of service.

2) Suggestion that Interactive Reference Workstation be placed in a separate room or enclosure.
3) Need for more publicity and promotion

4) Librarians suggestesbme technical improvements e.g. larger monitor.

5) Seltconsciousness of some librarians and students

6) Advantage of technology re displaying text and graphical images.

7) Need for a technical person at the remote site to trouble shoot when probsms ari

336. Levesque, S. Developing an electronic research request form. Wired West. 2001; 4(2).
Keywords: ereference/ special libraries
Abstract: Discusses the development of an electronic research request form for the virtual library
of an American corpation. Identifies the common components of the form.

337. Library Council, University of Toronto Libraries. So near and yet so far: reaching out to the patron at a
distance. Report of the Task Force on Services at a Distance. 2000.
Keywords: distane learning/ academic libraries/ Canada/ literature review/ implementation/
staffing
Abstract: Presents a number of themes, drawn from-dapth literature review, that provide
context and potential direction for the Library Council's Task Force on 8eratca Distance.
Literature on this subject is categorised according to 4 perspectives: 1) The formal, institutional
picture guidelines 2) The global perspectiv®mpilations of area perspectives e.g. national
technical networks such as superJANETB)d , foari d 9 e r- hogv &0 @rovide ldrary
services to remote users 4) Recent reference repaftgmation too recent to be found online
or in print and which describes ,state of the ¢
Issues to be addressed by any organisation undertaking the provision of distance service:-
x Equitable service same in quality as that delivered to theaampus community (the most
important aspect)
x Staffing - the provision of adequate staff who are vigdined and knowledgeable
x Reference servicegmaintaining quality service via regulaser surveys, keeping abreast of
new technologies, providing dedicated remote reference staff, advertising and competing with
commercial competitors
x Techology- emerging technologies which are constantly transforming service delivery
x Barriers hindeng progress e.g. conservative attitudes

338. Lindgren, P. Brief encounters in cyber space. Scandinavian Public Library Quarterly. 2002; 32@ ):22
Keywords: ereference/ delivery technology/ special libraries/ Sweden
Abstract: Discusses the chat reflece service at the Library of the National Institute for Working
Life in Sweden. Considerations when setting up a chat service include staffing, training, opening
hours, ambition and quality.

339. Lipow, A. G. "In your face" reference service. Libraiyurnal. 1999; 124(13):562.
Keywords: ereference/ USA
Abstract: Discusses the growing agreement among reference librarians that basic reference
service is in trouble. Overviews a variety of new reference desk techniques and strategies that
can providehe realtime, interactive and personal help that will make librarians crucial in the
Internet era.

340. ---. Pointof-need reference service: no longer an afterthought. American Library Association Annual
Conference 2002; Atlanta. 2002.
Keywords: ereference
Abstract: Discusses the future of the reference desk.
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Lipow, A. G. Reference service in a digital age. Reference & User Services Quarterly. 1998; 381):47
Abstract: Introduction to a special issue on reference service in a digital ageurtithes
presented in the special issue are based on the presentations the authors delivered in person at the
'Reference Service in a Digital Age' institute in June.

Lipow, A. G. Rethinking reference [Web Page]. 2003. Available at: http://wwarlybr
solutions.com/reference.html.
Keywords: ereference/bibliography
Abstract: A 'virtual class in virtual reference' provided on the website of Library Solutions
Institute and Press, of which Anne Lipow is the Director. It is effectively a list of reeowhed
readings and sites to visit.

Lipow, A. G. Serving the remote user: reference service in the digital environment. Proceedings of the
Ninth Australian Information Online & On Disc Conference; Sydney, Australia. Sydney:
Australian Library and Irdrmation Science Association; 1999.

Keywords: ereference/ user needs/ information seeking skills

Abstract: Warns that unless reference librarians reorganize their work to be available to the
remote user they will become extinct. Within this context, ghiser provides a perspective on

the information seeker in the digital environment as one whose need for personalised, human
delivered refere service is greater than ever; it suggests new organizational structures to put the
reference librarian centigtage.

User needs - universal truths about information seekers:

1) every information seeker is someone who becomes 'blocked' while in the midst of a situation
and wants to move again

2) what will help them move depends on how they view their situation

Succes of information seeker in 'unblocking' themselves using ahoom resources depends

on a number of factors:

1) whether they picked a resource that contains what will unblock them

2) how much they know about how the resource they are consulting issegani

3) how much they know about how to query the resource

4) how aware they are of the appropriate vocabulary to use to describe their question

Author believes the information seeker will always get stuck at some time and will want
immediate help that carest be given by a human intermediary.

Need to demonstrate the need for ref librarians by providing service that recognises patrons new
ways of searching for information.

---. Thinking out loud: who will give reference service in the digital emrinent? Reference & User
Services Quarterly. 1997; 37(2):1229.
Abstract: The author raises her concerns about the future of reference. Details signs of a decline
in the perceived importance of ref service e.g. declining circulation statistics, fevkeinwal
users, and responses of libraries to these e.g. experiments with live, interactive remote ref
service.

Lipow, A. G. The virtual reference librarian's handbook. New York: NeEdduman Publishers; 2002.
ISBN: 1-55573445X.
Keywords: ereference
Abstract: A practical guide to librarians and their administrators who are somewhere along the
path of providing virtual reference service. [This book is intended to replace a previous, loose
leaf publication Lipow, A.G. and Coffman, SEstablishing a viual reference service: VRS
training manual El Dorado Hills, CA: Library Solutions Press, 2002]

Lipton, S. Click on the Wizard for help: using help desk software fortimal reference. Lankes, R. D.;
Collins, J. W., and Kasowitz, A. S., Eds. i reference service in the new millennium:
planning, management, and evaluation. New York: M&dduman Publishers; 2000; pp. 207
218.

Keywords: ereference/ academic libraries/ Canada/ delivery technology
Abstract: Discusses a trialreference servicknown as Wizard Science at the University of
Calgary Library. Issues, concerns and problems are outlined.

Lo Bianci, N. and Vivian, C. Creating Canberra’s virtual community library service. RAIS99 Conference



and Exhibition; 68 September 1999. 29.

Keywords: ereference/ public libraries/ delivery technology/ Australia

Abstract: This paper describes the involvement of the Austrailian Capital Territory Library and
Information Services in a trial using a broadband communications network to caivemline
services to the community. The paper discusses their experiences, some of the technical issues
involved and some preliminary feedback on the value of these services. Includes a section on
video conferencing.

348. Lynch, P. Managing growth foAskA services. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds.
Digital reference service in the new millennium: planning, management, and evaluation. New
York: NeatSchuman Publishers; 2000; pp-83.

Keywords: ereference/ implementation/ expservices

Abstract: Provides an overview of ASkERIC, a personalised Intbased service providing
education information to teachers, librarians, counselors, administrators and parents. Includes
details on staffing,-eesources, Q&A process and toalsd publicity.

Suggests a number of points to be taken into consideration when expanding or beginning a
DR service:-

1) Establish a solid organisational structustable staff/volunteer structure; standard
guidelines/procedures; structured process fer D

2) Start out small controlled user base

3) A gradual increase is best

4) Beware of publicity

349. Ma, W. and Wright, J. QB online: how an efakshioned question board went electronic. College &
Research Library News. 1998; 59(10):7724.
Keywords:e-reference/ academic libraries/ USA
Abstract: Describes the conversion of an eigjaten foot question board into an online service
at the University of lllinois at Urbar@hampaign.

350. MacAdam, B. and Gray, S. A management model for digital referservices in large institutions.
Virtual Reference Desk 2nd Annual Digital Reference Conference; Seattle. 2000.
Keywords: ereference/ academic libraries/ service guidelines/ staffing/ evaluation / staff
training/ quality standards
Abstract: Proposes management model for digital reference services that is particularly
relevant to academic libraries in large research institutions but extendable to other types of
organizations with similar characteristics. The 5 critical issues examined include gtfiimig
virtual ref service with existing services 2) allocating fixed resources 3) acting as an effective
advocate to secure organisational support 4) developing a distributed service model integrating
specialised, subjectomain expertise 5) targetingdagerving disparate segments of the user
community.

1) Defining an appropriate role and integrating VR service with existing services

i. Identifying service gaps

ii. Confronting changing user patterns

iii. Establishing a shared purpose and clear prasit

iv. Laying an existing service element to rest

v. Combining seasoned experience with creative innovation

vi. Applying or adapting existing policies

2) Allocating fixed resources effectively

i. Administrative authority and budget flexibility

ii. Staffing - need for a distributed staffing model

iii. Collaboration

3) Being an effective advocate and ensuring administrative, staff and technical support

i. Gaining staff buyin

ii. Resourcefulnees, independence and-tadng

ii. Determining useful allis including partners outside the organisation

iv. Clear goals and persuasive communication

v. Demonstrable success

vi. Evaluation - demonstrating that service provides an outstanding service to users and that it is
meeting a critical need thus justifyiriget continued allocation of resources.

4) Establishing a usezentred service model that balances centralisation and decentralisation
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i. Onestop shopping central gateway to DR service

ii. Integrating subjeetiomain expertise

iii. Referral structure

iv. Setting and achieving consistent response goals

v. Staff training and developmentneed for a clear understanding of the software/IT being used
to support operations and the specific goals, policies and guidelines for the service.

vi. Quality control

5) Targeting services to the key segments of the user community

i. Needs analysis

ii. Tiered service

351. Mad Scientist Network. The Mad Scientist Network: expert's manual. 2001.
Keywords: ereference/ service manual
Abstract: A resource for answeringegtions and other aspects about the functioning of the Mad
Scientist Network.

352. Mahony, A. P. The Net and reference services: capture the question. Wilson Library Bulletin. 1993;
68(2):12.
Keywords: ereference/ USA
Abstract: A very brief overview ad-reference developments in the USA.

353. Mann, T. Reference service, human nature, copyright and offsite semiaedigital age? Reference &
User Services Quarterly. 1998; 38 (1)}&5.
Keywords: ereference/ USA/ copyright/ intellectual propertjgtance learning
Abstract: This article addressaspyright issues surrounding digitisation. Includes a section
which questions the extent to which libraries can provide reference service to remote users
posing research questions. Proposes 2 optior&erd printouts to remote students that will
guide them with their own research once they do come inside a library's walls, 2) Read, compare
and evaluate the sources themselves.
Author states that research questions cannot be handled by digitising thetfuif sources and
distributing them so that people won't have to come into libraries.

354. Manuel, K. and Horn, J. Association of College and Research Libraries 10th National Conference. Library
Hi Tech News. 2001; 18(5).
Keywords: ereference/ acaaeic libraries/ USA
Abstract: The section by Judy Horn summarises the electronic reference sessions of the
conference.
Planning and evaluation are key components in developing a successful electronic ref service.
Need for librarians to consciously shape Bfther than just letting it evolve.
DR provides librarians with the opportunity to build stronger bridges throughout academia and
has the potential to renew andeaeergise reference in academic libraries.

355. Mardikian, J. and Kesselman, M. Beyond tlesk: enhanced reference staffing for the electronic library.
Reference Services Review . 1995; 23(1231
Keywords: ereference/ academic libraries/ USA/ staffing/ role of librarian
Abstract: Discusses electronic reference services at the Rutgersditgilzésrary of Science
and Medicine.
Staffing issues - enhanced staffing required; restructuring of new librarian and staff positions;
development of the Hierarchical Reference Staffing model to categorise information needs of
users- model provides foa winwin situation for users, staff and Ibrarians and best utilises the
knowledge and expertise of librarians and staff; profiles of staffing levels and associated tasks.
Role of the librarian - promotes the idea of a partnership role with teaching esearch
faculties; also librarians as information accountants and knowledge managers overseeing how
information is used in an organisation and whether or not it is used effectively.

356. Markgraf, J. S. and Erffmeyer, R. C. Providing library serviceft&campus business students: access,
resources and instruction. Journal of Business & Finance Librarianship. 2002; 7¢2/3}:99
Keywords: ereference/ distance learning/ academic libraries/ USA/ library instruction/ e
resources
Abstract: Discusses liary services to oftampus students at the University of WiscofiSau



Claire. Includes sections on reference and library use instruction.

Challenges for librarians:-

(1) Availability of resources - need to liaise with academics in the setting of assigtsram

the requirement to look at particular sources which may only be available in print format. Link
with information literacy amongst students.

(2) Access to resources and services

x Remote accessissue of access for students registered with othisetsities; technical issues
around passwords for proxy server.

x Document delivery for information not on line; issue re time delay in receipt of materials.

x Reference more personalised;-offmpus students tend to use same librarian, librarian builds
up a familiarity with individual s situation,
becomes more personal tharp@rson communication.

(3) Library use instruction - development of an online guide which provided an annotated list
of databases, section explaining how to use resources and services. Role of lecturers in
promoting the guide.

Recommendations:-

(1) Simplify the process of connecting remotely to library resources when it's technically
possible.

(2) Make sure the technology works be&fadhe course begins.

(3) Provide access when it is needed e.g. via telecommuting, staggering work schedules.

(4) Provide electronic alternatives to mhésed document delivery services.

(5) Improve library instruction.

357. Marsh, G. A help desk knoedige database: The first year. Division of Computer Research and
Technology, National Institutes of Health, US Department of Health and Human Services; 1997.
Keywords: electronic help desks/ USA
Abstract: Discusses the development of a knowledge databds DCRT for use by their help
desk consultants. Addresses the knowledge base (KB) structure, the information fields used in
records and searching the database.

Useful functionality - capabilities of the Knowledge base that enhances its usefulnesdpto h

desk consultants:

1) Mail to customer: KB users have the ability to send an email message containing a KB record
to a customer.

2) Mail to self: the ability for a user to have a record emailed to themselves.

3) Printing: the ability to print off a cgpof a record.

4) Closing Service Ticket to KB: users have the ability to close an open customer service record
to an existing entry in the KB.

5) Thank you messages: the Administrator of the KB has the ability to fill in a field with a userid
and a shorinessage and have a thank you note automatically emailed to that KB user.

Lessons learned:-

1) Gatekeeping: a Gatekeeper is essential.

2) Historical data: the Gatekeeper must know, must have a record, of what users are looking for.
3) Potayto or Potahtoearch flexibility, whether through fuzzy logic or a
synonyms/thesaurus/lexicon function is necessary.

4) Only nothing is too little: no matter how little you know, get it in there.

5) Tracking vs. Resolving: copying resolutions directly from the problaokiing system has

serious pitfalls.

6) Setting the example: users should have the ability to update the database.

7) Big brother is watching: all info must be fully audited and past info quickly retrievable.

8) Document your processes

All the above are d@issed in more detail in the article.

358. Marsteller, M. and Neuhaus, Fhe chat reference experience at Carnegie Mellon University. ALA
Annual Conference 2001; San Francisco. 2001.
Keywords: ereference/ academic libraries/ USA/ delivery technglog
Abstract: Evaluates the chat reference service at Carnegie Mellon University. LivePerson
software used.
Software - factors in decision to use outlined and technical problems encountered.
Evaluation - outlines pros and cons based on feedback receivetdliboarians and students.
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Enhancement possibilities detailed.

359. Marsteller, M. R. and Neuhaus, P. Providing chat reference service: a survey of current practices. Lankes,
R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing diféegnce
services: setting standards and making it real. London: Facet Publishing; 2003;7gp. 61
Keywords: ereference/ USA
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 INovember
2001, Orlando, Florida.
Abstract: A surveyf chat reference services in 62 American libraries (academic, public and
special).

360. Martin, K. E. Analysis of remote reference correspondence at a large academic manuscripts collection.
The American Archivist. 2001; 64 (1):42.
Keywords: ereference/ archives/ academic libraries/ USA/ delivery technology/ information
need
Abstract: Analyses 595 letter, phone, fax andal correspondence units sent to the Southern
Historical Collection and General and Literary Manuscripts at the University ol iarolina
at Chapel Hill in 1995 and 1999, to observe the effects of providing online holdings information
and the increased use ofr&il in reference correspondence.
Data from study point to several trends for the future:
1) The use of -@nail will continue to grow at the expense of regulare mail
2) There is a greater number of researchers contacting archives for their personal research
interests than in the past
3) Many remote users will use the Internet to refine their search before contactinchihesarc
4) Fewer remote researchers will actually visit the archives than in the past
5) Remote users will likely not provide the archives with enough information when submitting
queries

361. Marvin, J. Virtual reference at the University of Guelph. InGIG&JLA. 2001; (15):12.
Keywords: ereference/ academic libraries/ Canada/ Virtual Reference Desk
Abstract: A brief overview of the virtual reference service at the University of Guelph, Canada.

362. Marvin, S. Process for developingeference serviceskbn, C. and Burmood, J., Eds. InfoToday 2002
Conference Proceedings; New York. Medford, NJ: Information Today, Inc.; 2002585
Keywords: ereference/ USA
Abstract: Discusses recenteference developments in the USA. Similar to article by same
auhor entitled ' Process toward Virtual Reference Services: Makiefpeence EZ'.

363. ---. Process toward virtual reference services: makireference EZNixon, C. and Burmood, J., Eds.
Internet Librarian 2001: collected presentations; Pasadena, €dfokdl, NJ: Information
Today, Inc.; 2001: 13120.

Keywords: ereference/ USA

Abstract: Outlines some of the tools for interactivity and interoperability of services and
resources. Briefly discusses their function in the process towards virtual refsgrmices.
Examples of tools:

1) Library catalogue

2) Pathfinders

3) AskALibrarian

4) FARQs

5) Electronic Reserves potential

6) Instructional services

7) Faculty liaisons

8) Customer Services with Web forms

9) Digital archives

10) New development tootdMyLibrary, Portals, Blog potentials, Chat tools

11) Products: LSSI, HumanClick, Docutek VR service

364. Mason, M. G. Reference revolutions. Journal of Library Administration. 1998:3%263.
Keywords: ereference/ USA
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Abstract: Describes developmerih Online Computer Library Center (OCLC) electronic
reference services.

365. Mathews, B. ; Primack, A.; Viggiano, R., and Whitley, K. Rexale reference roundp. Information
Strategies 2001; Fort Myers, Florida. 2001.
Keywords: ereference/ USA/ ademic libraries
Abstract: Provides a brief overview of re¢ahe online reference in libraries across Florida.

366. Maxwell, N. K. Establishing and maintaining live online reference service. Library Technology Reports.
2002; 38( 4).
Keywords: ereferene/ USA/ Virtual Reference Desk/ staffing/ staff training/ evaluation /
quality standards/ delivery technology/ technical standards/ privacy
Abstract: Practical information on live online reference service systems, equipment and supplies
as well as inform&bn on evolving technologies. Contains 3 chapters: Chpt 1 'Introduction to
live online reference’, Chpt 2 'Administration and Management and Chpt 3 'Online reference
technologies and products'. Case studies of a special library, a library consortagagdamic
library, a public library and a school library cooperative are provided.
Staffing 24/7 - options (pg 1612)-
1) Contracting with a vendor to provide -qféak ref service
2) Hiring librarians to work from home
3) Partnering with another library bibraries in different time zones to share the load
Human resource issues (pg 12 20):-
1) Maintaining the human aspects of online reference
2) Lack of staff- Coffman's 'Erlang C' algorithm which relates to the staffing requirements for a
VR service
3) Where to locate the librarian
4) What does the librarian do while waiting for a question
5) How much activity can the service support
6) Special staff skills speed in using a computer, strong traditional ref skills, online
interviewing, chat skills
7) Saff buy-in
8) Procedures manual
9) Handling change stress
10) Training for live online reference servicasho should be trained? what to train for? who
will do the training? evaluating training.
Evaluation (pg 2024)
1) The goals of the service shouldthe foundation for an evaluation programme.
2) Reasons why should evaluate given
3) Online vs. traditional ref evaluatierassessment data needed different; need to measure
guantity and quality.
4) What to evaluatequestionanswer exchange; ease ofess; supporting materials which
explain the service; usefulness of related resources e.g FAQs; ease with which patrons can locate
and use the online service and amer information.
5) How to evaluate qualitative studies, quantitative studies and berarking. Also user
surveys (nonuser surveys, feedback forms, onlineymogurveys, focus groups, benchmarking,
observation, peer assessment,-asfessment, performance review and grading or tracking)
Quality - Facets of Quality (Oct 2000}
Facets foruser transaction
1) Accessible DR services should be easily reachable and navigable by an Internet user
regardless of equipment sophistication, physical disability or language barrier.
2) Prompt turnarounedquestions should be addressed as quickpoasible.
3) Clear response policyclear communication should occur either before or at the start of every
DR transaction to reduce oppurtunities for user confusion and inappropriate enquiries.
4) Interactive- DR services should provide oppurtunitfes an effective ref interview
5) Instructive- DR services should provide access to current info and expertise.
Facets for service development and management
1) Authoritative- experts of a DR service should have the necessary knowledge and educational
background in the service's given subject area or skill to qualify as an expert.
2) Trained expertsservices should offer effective orientation or training processes to prepare
experts to respond to enquiries using clear and effective language andniglsaiwvice response
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policies and procedures.

3) Private

4) Reviewed

5) Provide access to related information

6) Publicise

Standards (pg 2426)

NISO work on question transferring (QulP) and question transmission (KnowledgeBit).
Privacy, user authentigah andcopyright (pg 26:30)

Collaboration (pg 3(83)- CDRS and IPL

Marketing (pg 3335) - includes growth management

Delivery technologies (pg 3540): email (advantages and disadvantages); Web forms; Chat and
instant messaging; Wdiased courseware, Weteeting and videoconferencing; Contact centre
software (advantages and disadvatages); Audio and video online ref service.

Software products (pg 4@16): lists various products with notes re description, prices and other
libraries using the product.

Future(pg 5%53)

367. McClennen, M. Software, systems and standards in digital reference: a research agenda. Digital Reference
Research Symposium:3 August 2002. 2002.
Keywords: ereference/ delivery technology
Abstract: Identifies four pressing researchltégmges, and discusses how they may be pursued
using tools of analysis from library science, computer science, and operations research. The
article goes into each challenge in detail and offers a number of research recommendations for
each area.
4 challenges:
1) Advancing our understanding of DR services as operational systems
2) Learning how to link these services into lasgale networks
3) Figuring out how to mesh the synchronous and asynchronous modes of DR
4) Elucidating how to build effective ansles of answered ref questions

368. McClennen, M. and Memmott, P. Roles in digital reference. Information Technology and Libraries.
2001; 20(3):143148.
Keywords: ereference/ Virtual Reference Desk/ Role of librarian
Abstract: A model that describdsetroles played by participants in the digital reference
process and the ways in which these roles interact. lllustrated by case studies such as the
Internet Public Library and the Virtual Reference Desk.
Roles:-
1) Patron changing nature of referenagérview; record of entire interaction available.
2) Filterer- need to filter questions arriving in thelix which are inevitably mixed up with
nortquestions; need to develop stock questions for FAQs; categorisation of questions.
3) Answerer need to évelop standards for workflow and guidelines for answering questions
4) Administrator- keep service running smoothly
5) Coordinator overseer, refine and implement policies and procedures that make possible the
operation of the service. Need for verga policies and procedures in place.
Use of model:-
i. in the development of written policies and procedures
ii. in the choice of software for coordinating the operation of a DR service
iii. for evaluation purposes

369. McClure, C. R. and Lankes, R. Assessing quality in digital reference services: a research prospectus.
2001.
Keywords: ereference/ quality standards
Abstract: A prospectus seeking participants to fund a study to develop methods of assessing the
quality of digital reference servicasd to produce a guidebook that describes how to collect and
report data for these measures and standards.
Quality assessment measures:-
(1) Outcome measures (quality of answers)
(2) Process measures (effectiveness and efficiency of process)
(3) Economic reasures (costing and cost effectiveness of digital reference)
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(4) User satisfaction

370. McClure, C. R.; Lankes, R. D.; Gross, M., and Chelbevlin, B. Statistics, measures and quality
standards for assessing digital reference library serviceslgugd and procedures. Syracuse,
NY: ERIC Clearinghouse on Information & Technology; 2002ILL request 08/04/03. But BL can
find no trace in any library (12/05/03). Purchase request to library 12/05/03.
Notes: Draft copy available at http://quartz.syr.edality/Field_Test Draft.pdf, but problems
displaying all of the document.

371. McDermott, I. E. Reference and the bottom line in the city of industry. Searcher. 1998;-@(7)):23
Keywords: ereference/ USA
Abstract: A report on the spring workshop of thouthern California Online Users group which
examined the impact of technology on the work of the reference librarian and the costs of
providing reference services.

372. ---. Virtual reference for a real public. Searcher. 1998; 6(4325
Keywords: ereference/ public libraries/ USAfresources
Abstract: Discusses virtual reference at the San Marino Public Library in California but is
effectively an annotated list of useful Wbhsed resources.

373. McGeachin, R. B. Videoconferencing and remote igafibn sharing for distant reference service. The
Reference Librarian. 1999; (65):%D.
Keywords: ereference/ delivery technology
Abstract: Presents scenarios in which videoconferencing and remote applications sharing
software can be used in distantereice service.

374. McGill, L. Global chat: Wekbased enquiries at the University of Leicester. Brophy, P.; Fisher, S., and
Clarke, Z., Eds. Libraries without walls 4: the delivery of library services to distant users.
London: Facet Publishing; 2002p p37-98.

Keywords: ereference/ academic libraries/ UK/ delivery technology/ distance learning/ staffing
Abstract: Describes the exparnces of the University of Leicester Library Distance Learning

Unit in offering a chabased enquiry service for a trigriod. Includes sections on why chat

was chosen; criteria used to choose software; lessons learned and ways forward.

Distance learners enquiries are mostly related to the services offered by the unit and to utilising
electronic resources effectively.

Lessons learned:-

1) Lack of nonverbal clues and tone of voice clues were to some extent balanced out by the
advantage of being able to see exactly where the student had already been on the web site or
seeing what ground had already been covered in pregimisessions.

2) Time delay was frustratingunsynchronised dialogue

3) Chat sessions worked very well for enquiries requiring a quick, simple answer. Less useful
for multi-faceted enquiries

4) Ability to respond to several different enquiries simuiausly

Staffing issues - recommends using a rota similar to those used on enquiry desks; need for staff
to have multitasking abilities, extensive knowledge of servicesesources, the web site and the
tutorials; took long time for staff to familiariseemselves with this method of enquiry

375. McGlamery, S. "Pushing" reference. Proceedings of the Integrated Online Library Systems Meeting; New
York. Medford, NJ: Information Today, Inc.; 2000: 117.
Keywords: ereference/ public libraries/ acadenilararies/ USA/ delivery technology
Abstract: Discusses the Z4reference project at public and academic libraries in the Los
Angeles and Orange Counties Metropolitan Cooperative Library System. This project tested the
concept of using web contact cersdtware to offer reference assistance to remote users.
Software - offers expanded communications possibilities, takes full advantage of collaborative
tools such as pushing, form filling and taking control of the requestor's browser and has
answering tod.

376. McGlamery, S. and Coffman, S. Moving reference to the Web. Reference & User Services Quarterly.

2000; 39(4):38€B86.
Keywords: ereference/ delivery technology/ academic libraries/ public libraries/ USA
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Abstract: Explores the possibility of ugiweb contact center software to offer reference
assistance to remote users.
This article is very similar in content to 'Pushing Reference' by McGlamery.

377. ---. Moving reference to the Web. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eial Dig
reference service in the new millennium: planning, management, and evaluation. New York:
NealSchuman Publishers; 2000; pp. 1845.

Keywords: ereference/ public libraries/ delivery technology/ USA

Abstract: Examimes the practical details of settipca live Web reference service based on the
call centre model. Describes a pilot project in Southern California public libraries.

This article is very similar to that of the same name published in Reference and User Services
Quarterly.

378. Mclnerney,C. Working in the virtual office: providing information and knowledge to remote workers.
Library & Information Science Research. 1999; 21(1-889
Keywords: ereference/ special libraries/ remote workers/ USA/ information need
Abstract: Reports on four sa studies of companies where special librarians and corporate
information managers support their remote professional clients through research services as well
as offering information products and services. Through interviews and a survey the study
examired alignment between managers' perceptions of the information needs of telecommuters
and information needs and services as seen by the telecommuters themselves.
Section outlining thévest practices used by the organisations studied to supply data, infawmat
and the company's intellectual capital to employees. Issues covered (1) Knowledge management
(2) Information guidance (3) Intranet Information centres (4) Proactive information
dissemination (5) Valuadded services.

379. McKee, M. B. A day in theifle of a virtual librarian. School Library Journal. 1995; 41(4)3%)
Keywords: ereference/ USA/ expert services
Abstract: Outlines the work of an ASkERIC information specialist. AskERIC is an Irternet
based info service for teachers, library media igists, administrators and others involved in
education. This article provides examples of questions posed.

380. McKiernan, G. LiveRef(sm): a registry of retiine digital reference services [Web Page]. 2003.
Available at:http://www.public.iastate.edu/~CYBERSTACKS/LiveRef.htm
Keywords: ereference/bibliography
Abstract: A list (mostly with live links) of library digital reference services (mostly in North
America). Also includes general bibliography.

381. McKinzie, S. and Lauer, J. D. Digital reference: a new library paradigm or the emperor's new clothes.
Against the Grain. 2002; 14(4 ):38.
Keywords: ereference/ eesources
Abstract: Argues that virtual reference can onlywses a complement to traditional -site
reference services. Similar to article by same author entitled 'Virtual reference: overrated,
inflated and not even real'
Implications for collection development:
1) Ref collections will likely become largelygitised if VR wins the day
2) Potential for spiralling electronic licensing costs
3) E-resources constitute one of the most volatile dimensions in acquisitions budgeting
Also includes the disadvantages of DR, already covered in previous article.

382. ---. Virtual reference: overrated, inflated, and not even real. Charleston Advisor. 2002;-%(2):56
Keywords: ereference
Abstract: Discusses the limitations efeference: 1) All forms of DR are slow 2) Added
administrative difficulties 3) Only minimalleffective

383. MclLaren, S. Virtual reference: a tired idea already? The Courier. 2001; 38(4).

Keywords: ereference
Abstract: Questions the value of and need for virtual reference.
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384. McLean, M. Expanding library service beyond the walls . AusirataPublic Libraries and Information
Services. 1999; 12(3):9704.
Keywords: ereference/ public libraries/ Australia/ implementation/ staffing
Abstract: Discusses themail reference service (IRIS) of the Cas@grdinia Library
Corporation in VictoriaAustralia.
'Hindsight' section:-
Operation and management - (1) Involve branch staff in the creation and development of the
service (2) Importance of promotion.

385. McWilliams, A. Electronic reference sources and reference service. Colorado Libr@giés23:4344.
Keywords: ereference/ gesources
Abstract: A very brief commentary on the potential of electronic resources for reference service.

Issues:-
§Evaluation of any reference source should be
for the patrons of the Ilibrary?"

§ Possibility of putting many or all electronic resources in the same place, and making them all
searchable in the same way would enhance the possibility that patrons could do more of their
own reference work.

386. Meloche, J. A. The importance of digital reference in supporting critical thinking in distance education.
Virtual Reference Desk 2nd Annual Digital Reference Conference; Seattle. 2000.
Keywords: ereference/ academic libraries/ distance learning/ Australia/mation seeking
skills/ role of librarian
Abstract: Discusses a range of issues relating to digital reference in support of distance
education. It examines the increasing emphasis in DE for students to become independent
learners with critical thinkingkills and the supporting role of librarians and reference services in
that process. The paper will address the following issues: 1) the enhanced role of reference
services in DE programmes and flexible learning initiatives 2) education for the praviision
digital references 3) the importance of supporting critical thinking strategies and fostering
independent learning and strategies for increasing cooperative ventures between academics and
academic librarians.

387. Meola, M. and Stormont, S. Ret@ine reference service for the remote users: from the telephone and
electronic mail to Internet chat, instant messaging, and collaborative software. The Reference
Librarian. 1999; (67/68):240.

Keywords: ereference/ academic libraries/ USA/ delivery tecbggl collaboration

Abstract: Discusses the possibilities for remote access to reference services offered by-new real
time technologies telephone, amail, internet chat and instant messaging and audio and video
conferencing and collaborative software.

Reports the results of a trial project at Temple University, Philadelphia.

Conclusions:-

(1) Telephone insufficient to meet the needs of all remote users.

(2) Each library must find its own mix of technologies that best serves its users.

(3) Paging programes (TalkBack) and the collaborative software programmes (NetMeeting)
offer real possibilities for libraries to simulate traditional reference services to remote users.

388. ---. Starting and operating live virtual reference services: atoedo-it manud for librarians. New York:
NealSchuman; 2002. ISBN:-85570444-1.
Keywords: ereference/ service manual/ staffing / staff training/ evaluation / implementation/
delivery technology/ marketing
Abstract: Chapters: 1) Understanding live virtual refereBr©ffering live virtual reference 3)
Exploring the five models of live virtual reference 4) Planning for live virtual reference 5)
Gathering information on live virtual reference 6) Deciding on a staffing model for live virtual
reference 7) Selectirgpftware for live virtual reference 8) Training the staff for live virtual
reference 9) Marketing for live virtual reference 10) Evaluating your live virtual reference.

389. Missingham, R. Report on the Virtual Reference Desk Conference OctoberS2zile, Washington.-D
Lib Magazine. 2000; 6(12).
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Keywords: ereference/ Virtual Reference Desk

Abstract: Very brief report on the VRD conference. 4 major areas were discussed: 1) nature of
services 2) information infrastructure required to operatecs\8) software 4) service
quality/standards

Article identical to articles by same author entitled 'VRD conference October 2000' and 'Virtual
reference:online questions and answers'

390. ---. Virtual Reference Desk conference October 2000, Seattle.aliastAcademic & Research Libraries.

2000; 31(4):20&10.

Keywords: ereference/ Virtual Reference Desk

Abstract: An overview of the second Virtual Reference Desk conference. Article identical to that
by same author entitled 'Report on the VRD Confer@weber 2000' and 'Virtual

reference:online questions and answers."'

391. ---. Virtual reference: online questions and answers. National Library of Australia Gateways. 2001; (49).

Keywords: ereference/ Virtual Reference Desk

Abstract: An overview of vital reference issues and the VRD 2000 conference. Article identical
to that by same author entitled 'Report on the VRD Conference October 2000' and 'VRD
conference October 2000.'

392. ---. Virtual services for virtual readers: reference reborn in thilerary. ALIA 2000. Capitalising on

393. Mon, L.

knowledge: the information profession in the 21st century.; Canberra, Australia. 2000.
Keywords: ereference/ USA/ Australia/ user needsksources

Abstract: Discusses reference services in the digital library anddiegthe results of focus
groups conducted at the National Library of Australia to assess user needs. Also describes four
models for digital reference from USA and Australia.

User needs:-

1) Desire to access a mix of print and electronic resources

2) Tradtional mediated ref services not viewed as critical as they have been

3) Expect the ref service to provide them with the skills and knowledge to be able to search
effectively themselves

4) Expect libraries to offer a 'one stop shop'

5) Training as a facto-face service in small groups

6) Information literacy programmes as of limited use

7) 24/7 access

Digital reference service. Government Information Quarterly. 2000; 17(33389

Keywords: ereference/ government libraries/ USA/ expervems

Abstract: Focuses on the increasing public demand for digital reference services in US
government libraries. Asks the question 'Why do so many people choose to ask their DR
guestions at 'Ask an Expert' online services and government Web sited ofstgnailing their
own local library?

1) Finding the library's home page may be difficult

2) The library's home page may not promote timead service

3) The library may not actively market DR services to users

4) The library may not add value that atis visitors to their site

5) The library Web pages may focus on offering restricted subscription databases creating
frustration when visitors cannot gain access to desired resources

Many government Web sites and 'Ask A' services attract such large wbirimeoming
guestions that they have difficulty maintaining staffing levels and encounter technical problems
in relation to the management of these questions.

394. Moore, A. As | sit studying: WWWbased reference services. Internet Reference Servigase@y.

1998; 3(1):2936.

Keywords: ereference/ academic libraries/ USA/ delivery technology

Abstract: Reports on the current state of reference services on the Web. It explains what a
WWW-based ref service is, describes several models of handlingstsqand explores the

impact of these services on traditional ref services. Based on anecdotal info from the author's
experiences managing the Weased service at the University of Central Arkansas, it concludes
that to date, Welbased reference servidesve had little impact upon traditional reference



services.

Models: 1) the librarian answers the request 2) the requests are distributed to members of the ref
staff 3) the request goes to a departmental electronic mail box and ref librarians ans¥iest-on a
come basis 4) the request is forwarded to an electronic bulletin board service.

Challenges in managing a WWW-based ref service:-

1) No ref interview

2) Librarian responses can be slow

3) Tracking messages is problematic

4) Receipt of crank messages

395. Moore, E.; Knight, E., and Kinnersley, R. WKU Libraries' Kentucky Virtual University support services.

396.

397.

398.

399.

Kentucky Libraries. 2001; 65(4):335.

Keywords: ereference/ academic libraries/ USA/ distance learning/ marketing

Abstract: Outlines the suppaervices provided to the users of the Kentucky Virtual Library
(KYVL) by the Western Kentucky University. The support services are examined from three
perspectives: promotion and orientation; reference assistance; and document delivery services.
1) Promotion - i. unit on campus which coordinates distance learning efforts called 'ReachU’ that
distributes materials publicising the virtual university and virtual library; ii. orientation and
instruction programme to acquaint faculty and students with the Mitttery and its online
resources; iii. series of workshops on databases and advertised in the student newspaper; iv.
programme of support services for distance learning students.

2) Reference Assistance - support services serve 3 separate functions: aatch, acting as an
information conduit and service. Roles of the Reference Contact.

i. Outreach the Reference Contact is instrumental in providing outreach to his/her institution's
entire patron base via ensuring that the library's gateway and datatmsasily accessible from
the library home page and that these are given a high profile; the creation of detailed handouts
for reference use and for bibliographic instruction; fliers; bibliographic instruction.

ii. Conduit- the Reference Contact is resyzible for the kinds of information provided and for
methods of sharing information e.g. database access information.

iii. Service- the Reference Contact provides a general ref service to the virtual student.

3) Document Delivery services - need to enserthat the faculty teaching classes are aware of

the library support services.

Morgan, E. L. See You See a Librarian final report. 1996.

Keywords: ereference/ delivery technology/ USA
Abstract: Final report of a piloteeference project, usingdeoconferencing, conducted by the
Berkeley Digital Library.

Morgan, N. and Sprague, C. Question answering, electronic discussion groups, newsgroups. Teacher

Librarian. 2000; 28(1):18.7.

Keywords: ereference/ school libraries/ USA

Abstract: Desdbes some sample electronic services and resources (including question answering
services) available to the-kK2 community.

Moss, M. M. Reference services for remote users. Katharine Sharp Review. 1997; (5).

Keywords: ereference/ distance learnirgcademic libraries/ USA/ literature review

Abstract: Alimited review of some of the literature relating to reference services for remote
users. Looks at some of the specific reference services offered to remote users by academic
libraries. Concludes wita brief discussion of the challenges of providing reference services for
remote users.

Moyo, L. M. Reference anytime anywhere: towards virtual reference services at Penn State. Electronic

Library. 2002; 20(1):228.

Keywords: ereference/ academlibraries/ USA/ delivery technology/ distance learning

Abstract: Outlines the service rationale, software choice criteria and technology considerations
taken by the Pennsylvania State University in planning towardis@nreattime reference

services.

Advantages of providing an online real-time reference service:-

1) service to remote users

2) distributed service
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3) convenience

4) outreach tool for the library

5) expanding the scope of service while extending hours of service (facilitates 24/7 service)
6) additional communication option

7) capability to reach more people

8) meeting user expectations

Planning for online reaime reference requires careful consideration of software and hardware
requirements, policy and operational issues as well as iegigishnical support.

400. Mudrock, T. Revising ready reference sites: listening to users through server statistics and query logs.
Reference & User Services Quarterly. 2002; 42(2)155
Keywords: academic libraries/ USAFreference/ web site design
Abstract: An article that illustrates how server usage statisticsilereference queries and
usability heuristics can be applied to create a moreaesgered ready reference Web site, one
that balances design, content and functionality. Based onlaatwsers at the University of
Wabhington libraries.
Revised Ref Tools page:
1) Incorporated many of the features stressed by usability experts e.g. scannable text, user
orientation and minimalist design. Also a consolidation of page numbers and content
2) Addition of 3 links to online sourcexford English Dictionary, Roget's Thesaurus and
Britannica Encyclopaedia.

401. Myers, J. E. Reference services in the virtual library. American Libraries. 1994; 25¢(68834
Keywords: ereference
Abstract:The author looks forward to 2000 and the likely shape of reference services in a largely
electronic environment. This article takes the form of a number of letters.

402. ---. Reference services on the Internet. Ensor, P., Ed. The cybrarian's mantegoCAimerican Library
Association; 1997; pp. 24254.
Keywords: ereference/ delivery technology
Abstract: Explores the possibilities for reference service on the Internet. Discusses the
advantages of usingraail and the concerns libraries have in dffgran email ref service. Also
details what a knowledge structure and support system for ref service would look like.

403. Munhlfeld, K. Reference services to users of European Union information in a networked environment: an
example from the Europearobumentation Center at the Saxon State and University Library,
Dresden, Germany. Discussion Group on Reference Work, part of the 66th IFLA General
Conference; Jerusalem. 2000.
Keywords: ereference/ academic libraries/ Germany/ library instruction
Abstrad: Describes the reference services of the Dresden EDC service. Includes a section on
user instruction and education and staff education.
User education tools - printed handouts; information through EDC homepages; electronic ref
service (Ask a Librarian)guided tours; tutorials and training.

404. Nast, P. Presentation summary and evaluation results. 2000.
Keywords: ereference
Abstract: A summary of presentations made at the Virtual Reference Desk Digital Reference
Conference 1999. Themes: 1) Thevmreference culturetraits and trends 2) Legal issues in DR
3) Managing DR services for AskA services 4) Building DR services and networks 5)
Technology spotlight: DR tools and systems 6) Evaluating DR services

405. National Information Standards Gugization. Report on the NISO workshop on networked digital
reference services. 2001.
Keywords: ereference/ quality standards
Abstract: Workshop held at Library of CongressZ8BApril 2001. Convened to explore what
standards are needed to facilitdte tevelopment and implementation of Digital Networked
Reference Services.
Ongoing work that might be a starting point for a national standdidhael McClennan's
'Roles in Digital Reference’ (roles played by participants) and Linda Arret's 'DigitaERedeQ
& A: A process model'.



Protocol standards explored by Ray Denenberg '"Web Protocol Architecture'.

406. Needham, G. and Simpson, E. The Online Personal Academic Librarian (OPAL): a virtual librarian for a
virtual student community. Brophy, P.; FshS., and Clarke, Z., Eds. Libraries without walls 4:
the delivery of library services to distant users. London: Facet Publishing; 2002:pp8.99
Keywords: ereference/ academic libraries/ UK
Abstract: Discusses the Open University's OPAL projeatetelop an online, 2hour, fully
automated enquiry service capable of handling routine ndamgliage questions and providing
a neafimmediate response to the user.

407. Neff, P. Virtual librarianship:expanding adult services with the World Wide \Reference Quarterly.
1995; 35(2):169.72.
Keywords: ereference/ implementation
Abstract: Blueprints planning criteria for establishing adult services, reference and otherwise, on
the Web.
Implementation guidelines:-
1) Appropriateness of the mediummportance of clear service goals.
2) Limitations of the mediumplan on link failures, slow connections and poor documentation
of remote services.
3) Scalability of servicesideally Internet services should be usable at an early stage, grow at a
manageableateand simultaneously keep pace with patron demand and staff workloads.
Consider maintenance questions.
4) Compatability of services
5) Management
6) Literacy
7) Cost

408. Neuhaus, P. and Marsteller, M. R. Chat reference at Carnegie Mellon Univetgitic Services
Quarterly. 2002; 1(2):241.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discusses the chat reference service, which uses LivePerson, at Carnegie Mellon
University. Includes a section on evaluating $kevice. One of the pros identified was that it
was 'good for distance education students'.

409. Normore, L. and Rumbaugh, P. Moving from virtual to cooperative reference service models. Lankes, R.
D.; McClure, C. R.; Gross, M., and Pomerantz, J., BEdpldmenting digital reference services:
setting standards and making it real. London: Facet Publishing; 2003; pp1103
Keywords: ereference
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.

Abstract: Discusses the issues involved in cooperative digital reference, in the context of the
activities of the Online Computer Library Center (OCLC).

410. Novotny, E. Evaluating electronic reference services: issues, approaches and criteria. ThedRefere
Librarian. 2001; (74):103.20.
Keywords: ereference/ evaluation / quality standards
Abstract: Providean overview of the chief methodologies available for conducting
assessments of electronic services. Discusses existing criteria for evaluating refee services
and provides suggestions as to how they can be applied or adapted to the online service
environment.
1) Evaluation must be integrated into the library's operations and built into the implementation of
any new service.
2) To truly evaluata service, it is necessary to guage the quality of what is being offered as well
as the quantity.
3) Most widely used methodologies are case studies, focus groups, individual interviews and
surveys.
4) Other methods are cdsénefit analysis, usability slies, web log analysis and statistics.
5) The advantages and disadvantages of each approach are outlined.
6) Quantitative measures are probably the most widely used approach to assessing electronic ref
services.
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7) Any evaluation should include some samglof nonusers to determine why it is that they are
opting to bypass their local libraries.

8) Quality measures:-

i. Ferguson & Bunge access; equity and personalised service

ii. RUSA Electronic Information guidelinesesponse time; accessibility/comience; value;
effectiveness in meeting needs and in anticipating needs.

iii. RUSA Behavioural guidelinesapproachability; interest; listening/enquiring; involves patron
in search process; followsp.

iv. McClure & Lapota extensiveness; efficiency; efftiveness; service quality; impact and
usefulness.

v. Servqual reliability; assurance; empathy; responsiveness and tangibles.

411. O'Leary, M. eglobal library advances the virtual library. Information Today. 2002; 19(3)0186.
Keywords: ereferene/ distance learning/ academic libraries/ USA
Abstract: Presents an evaluative review of tiggobal library at the Jones International
University at Frederick, Maryland, the first completely \Alsed degregranting university.
Discusses briefly its refence hot line.

412. O'Neill, N. Email reference service in the public library: a virtual necessity. Public Libraries. 1999;
38(5):302303,305.
Keywords: ereference/ public libraries/ USA/ implementation
Abstract: Discusses thergail reference serge at the Santa Monica Public Library. Presents
suggestions for public libraries just beginning such a setvice:
1) Work closely with staff to overcome initial resistance.
2) Work closely with administrators to make them aware of the advantagesaif eference.
3) Ask for ref staff volunteers to initiate the service.
4) Create clear procedures and documentation and make them available.
5) Set limits.
6) Train staff well.
7) Require skill in all types of electronic reference as a stated expectati@f lfbrarians.

413. Oder, N. Digital reference needs metrics: virtual reference grows but lacks good assessment measures.
Library Journal. 2001; 126(20):1%57.
Keywords: ereference/ quality standards/ USA
Abstract: Brief news item on the results of gtedy 'Assessing Quality in Digital Reference
Services' conducted by McClure, Gross and Lankes at Florida State University.

414. ---. The shape of-eeference. Library Journal. 2001; 126(2)3.
Keywords: ereference/ USA/ implementation
Abstract: Disaisses aeference developments, including the CDRS. Includes advice, from Sara
Weismann, on decisions to be made when considering the launch-oéfememce service.
Launching issues:-
(1) Who are you doing this for?
(2) How does it fit in to your work?
(3) What's your policy?
(4) Which staffers will do it?
(5) How do you train staffers?
(6) Do you archive Q&As for the public?
(7) How are replies signed?
(8) What's your turnaround time?
(9) Will you use autoresponders to acknowledge receipt of a question?
(10) Will you go outside your own service to other sources/experts online, to answer your
patron's question or just direct him/her that way?
(12) Will you build an FAQ file/page?
(12) Where do you learn more?

415. Olson, R. Stumped reference libraridimsl help on the Internet. American Libraries. 1994; 25(9):830
831.
Keywords: ereference/ USA
Abstract: Describes Stumpers, an electronic mailing list that helps to find the answers to difficult
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416.

417.

418.

4109.

420.

421.

422.

423.

reference questions.

Online Computer Library CenteReattime reference for undergraduate students in science,

mathematics and engineering. 2000.

Keywords: ereference/ academic libraries/ USA/ delivery technology

Abstract: A grant proposal to the National Science Foundation for a 24/7 libstaidedscience
chat room for undergraduates at five US universities.

Ormes, S. Public libraries corner: Ask A Librarian. Ariadne. 1998; (13).

Keywords: ereference/ public libraries/ UK/ expert services

Abstract: Introduces EARL's Ask A Librarian onlireference service. (EARL is a UK public
libraries Internet initiative which aims to make the advantages of the Internet available to all
library users and other members of the public).

---. You only had to ask. Library Technology. 1998; 3(2 489

Keywords: ereference/ UK/ public libraries/ expert services

Abstract: Discusses EARL's Ask a Librarian online query service. (EARL is a UK public
libraries Internet initiative which aims to make the advantages of the Internet available to all
library users and other members of the public). This article is very similar to that by the same
author entitled ' Public Libraries Corner: Ask A Librarian' (1998).

Oscarsson, A. Discussion Group on Reference Work report: report from the meeting helgcat th

IFLA General Conference, 14 August 2000, Jerusalem. 2000.

Keywords: ereference

Abstract: A summary of a discussion based on five papers. The papers were based on a theme
entitled 'A space odysseyuilding bridges between virtual and physicderence services'.

Owens, P. L. Washington State Library Statewide Virtual Reference Project focus group results March

2002. 2002.

Keywords: ereference/ USA

Abstract: Results of a focus group of librarians who discussed the possibilitiesiaf virt
reference service collaboration among libraries of all types. This initiative is focused on the
development of best practice methods and standards for creating virtual ref services in
Washington State libraries.

Pace, A. K. Virtual referencerhat's in a name? Computers in Libraries. 2003; 23(4&5

Keywords: ereference/ USA

Abstract: Some criticisms of the ways in which the library community has created and marketed
virtual reference services.

Criticisms (1) Name for virtual servicenot virtual (2) Collaborative digital reference is a pipe
dream- wide array of reference styles and expertise, copyright and licensing issues (3) Setting
standards diversity in the nature of reference questions.

Pack, T. A guided tour of thHaternet Public Library: cyberspace's unofficial library offers outstanding

collections of Internet resources. Database. 1996; 19(5852
Keywords: ereference/ Internet Public Library/ USA
Abstract: Describes the University of Michigan's Internet Pubbcary.

Pagell, R. A. The virtual reference librarian: using desktop videoconferencing for distance reference. The

Electronic Library. 1996; 14(1):226.

Keywords: ereference/ distance learning/ academic libraries/ delivery technology/ USA

Abstract: Provides an overview of the use of desktop videoconferencing as a means of delivering
a distance learning reference service at Emory University Libraries. It discusses the technology
and evaluative factors necessary for the success of desktop vitkreccing.

Evaluative factors:-

(1) Identify applications

(2) Identify the desktop video characteristics necessary for the applications

(3) Investigate your organisation's infrastructure

(4) Identify potential communications partner locations

78



(5) Talk tolocal desktop video providers

424. Palmgren, V. and Heino, K. Active integration of information searching skills into the university

curriculum. Brophy, P.; Fisher, S., and Clarke, Z., Eds. Libraries without walls 4: the delivery of
library services talistant users. London: Facet Publishing; 2002; pp-2087

Keywords: information seeking skills/ Finland

Abstract: Discusses the teaching of information skills in Finland, in particular a course at the
Helsinki University of Technology.

Mentions Baintors (2001) Information skills model.

Conclusions:-

(1) Important that students have stafehe-art suport from their library and graduate with
appropriate IT skills.

(2) The need for universities to constantlyenaluate and revise courses in order toaienp
to-date.

425. Pantry, S. and Griffiths, P. Creating a successfof@mation service. London: Facet Publishing; 2002.

Keywords: ereference

Abstract: Guidance on how to establish an electronic information service. The focus is on
providing acces to electronic resources, but digital reference services are mentioned briefly
throughout.

426. Papandrea, V. A. Managing reference services in the electronic age: a competing values approach to

427.

428.

429.

430.

431.

effectiveness. The Reference Librarian. 1998; (60)126L

Keywords: evaluation

Abstract: Presenthe competing values approach to effectiveness as a brohdsed integration

of 4 existing models of organizational effectiveness. Discusses Quinn and Rohrbaugh's (1983)
'‘Competing Values' framework and the imptioas of this approach for reference management.

In this paper, it is suggested that the dimensions of efffectiveness be operationalised at the group
level such that no one manager or other individual be required to embody all the roles required
for effecive management. Instead, the roles and skills of the human relations, internal process,
open system, and rational goal models identified by the competing values approach can be
distributed among work group or team members allowing individuals to butldeamstrengths

to contribute to optimum group performance.

Parsons, A. M. Digital reference: how libraries can compete with Aska services. Digital Library
Federation Newsletter. 2001; 2(1).
Keywords: ereference/ expert services
Abstract: Argueshat libraries should not fear the competition frompoofit Aska services.
States that creating and mastering online ref libstiyle can only help to ensure the stability of
libraries in the future.

Patrick, S. and Matthews, C. Ask a LibrarldWE: specialist and broatiased reference capacities
expanded by new software. College & Research Libraries News. 2002; 63(28280
Keywords: ereference/ academic libraries/ Canada/ delivery technology
Abstract: Discusses the retithe chat referencservice at Ryerson University Library in
Toronto.

Patterson, R. Live virtual reference: more work and more opportunity. Reference Services Review. 2001,
29(3):2042009.
Keywords: ereference/ special libraries/ government libraries/ USA/ VirtuakRefce Desk
Abstract: Describes the use of the Virtual Reference Desk by the US Department of Energy
library. Identifies the key features of the VRD.

Payne, G. and Bradbury, D. The OPAL project: developing an automated online reference system for
distance learners.Dib Magazine. 2001; 7(6 ).
Keywords: ereference/ academic libraries/ distance learning/ UK/ OPAL
Abstract: A news item announcing the Open University Library project to develofhau?4
fully -automated reference service for distarmzgrers.

Payne, G. F. and Bradbury, D. An automated approach to online digital reference: the Open University
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Library OPAL Project. Program: Electronic Library and Information Systems. 2002; 36@.):5
Keywords: ereference/ distance learning/ aeadc libraries/ UK/ OPAL

Abstract: Describes the development of a 24/7 online system designed to respond to routine and
repeat enquiries from Open University distance learners. Addresses the following areas: (1) The
need for OPAL (2) The digital referenckmate- reattime reference software (3) Enquirer
behaviour and enquiry patterns (4) Understanding the user's context (5) Prototype development
(6) Future development

432. Pease, B. and Power, C. Reference services faranfijpus students and faculfjhe Reference Librarian.
1994; (43):4362.
Keywords: ereference/ literature review
Abstract: A review of the literature on reference services toafipus students, faculty and
staff. This paper addresses the various surveys that have been conduefeccone services to
off-campus users; the philosophy of service; differing elements of reference service; role of
technological innovation in this service and the alternatives including contracts, evaluation and
guidelines.

433. Penka, J. T. The tenblogical challenges of digital referencelib Magazine. 2003; 9(2).
Keywords: ereference/ USA/ user needs/ implementation/ quality standards
Abstract: Provides an overview of today's reference environment to demonstrate the importance
and effect undetanding audiences, appropriately using technology, and working cooperatively
can have for libraries in digital reference.
Library values - stewardship, service, intellectual freedom, rationalism, literacy and learning,
equity of access to recorded knowledznd information, privacy and democracy (Gorman, 2000)
User needs - goals for digital reference must link to target audience and the context and
conditions of those using a digital reference service. Need to develop a technology profile about
target patros.
Library issues (1) Digital reference workflow e.g. question assignment, fulfillment, question
management, archiving (2) €peration: 5 types (internal, informal, formal, affinity and
anonymous) identified need to plan and develop technology witin@erstanding of the levels
of co-operation (3) Technical standards for interoperabilityle of NISO 4) Quality standards
and best practices
Quality standards - McClure et al (2002): a) courtesy of library staff b) accuracy of answer c)
user satisfaadn with service d) rate of repeat users e) awareness that service exists f) cost per
digital reference transaction g) completion time h) accessibility. Role of technology in data
collection and analysis of accepted metrics.

434. Pernat, M. Widening thBlet: Monash University Library's flexible, studergntred information services.
Australian Academic & Research Libraries. 1999; 30(3):200.
Keywords: ereference/ academic libraries/ Australia / library instruction
Abstract: Discusses library servideson and off campus students at Monash University in
Australia including electronic reference services.
Range of initiatives:
(1) Audic-on-Demand service allows students to listen to selected lectures recorded as digital
sound files.
(2) Videoon-Demand project allows students to simultaneously access real time, high quality
videos.
(3) On line guides
(4) Webbased information literacy programme
Factors in the provision of flexible delivery:-
(1) Full access to required source materials for someseswhich do not lend themselves to
digitisation.
(2) Rationalisation of library staff availability
(3) Personalised assistance
(4) Provision of handsn campushased instruction
(5) Ensure quality products are readily accessible andpsedented
(6) Development of crossampus courses with centralised provision of lectures and the relaying
of these to several sites.
(7) Improved negotation with suppliers
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(8) The need to decrease the cost of purchasing and maintaining electronic and print collections.
(9) Consideration of the amount of expenditure on electronic indexing and abstracting services
compared with that on fulltext journals.

435. Peters, T. A. CIC ORS (Online Reference Services) Workshop notes. 2001.
Keywords: ereference/ academic libras/ USA
Abstract: Informal notes from a workshop organised by the University of lllinois Committee on
Institutional Cooperation, and held at the University of WisceMsalison. Participants
included Lipow, Kresh, Sloan, etc.

436. ---. Current opportunigs for the effective metassessment of online reference services. Library Trends.
2000; 49(2):3349.
Keywords: ereference/ metassessment
Abstract: Suggests that current conditions are nearly ideal for the effectivassetssment of
online referene services. Metassessment is defined as the deliberate examination of the
elements, basic conditions and needs of a thing that transcend particular instantiations of that
thing.
Notes 2 approaches to the evaluation of a digital library: (1) ethnogr@Hiolistic
Meta-assessment criteria:-
(1) To be successful, does online reference service have to be conducted in real time?
(2) Should online reference service involve nonverbal communication?
(3) Should ORS consist primarily of humesthuman communition?
(4) How should knowledge and navigational expertise within a given populations be gleaned
from and diffused throughout that population?
(5) Is software a crucial facet of an ORS assessment project?

437. ---. E-reference: how consortia add valdeurnal of Academic Librarianship. 2002; 28(4):280.
Keywords: ereference/ academic libraries/ collaboration/ USA/ technical standards / service
guidelines
Abstract: Considers the value of consortia in the development of academic libragiescae
services. Outlines the roles played by consortia and includes a brief section on standards and
guidelines. Also includes a section on the risks and downsides of consortial efforts.

Standards - need to develop a standard record format for ref quesdmtizat they can be
searched and passed between libraries using different online ref software systems. Need for
software systems to improve their interoperability.

Guidelines - RUSA guidelines address 8 areaefinitions; administration and management;
levels and modes of service; clientele; personnel; infrastructure and facilities; finances and
evaluation.

438. Peterson, L. Definitions of personal assistance in the new millennium: philosophical explorations of
virtual reference service. Lankes, R. Dgllins, J. W., and Kasowitz, A. S., Eds. Digital
reference service in the new millennium: planning, management, and evaluation. New York:
NealSchuman Publishers; 2000; pp-46.
Keywords: ereference/ Virtual Reference Desk
Abstract: Questions whethealues and behaviors of traditional reference librarians will continue
in digital reference environment. It explores social and philosophical developments of reference
service in North America with attention given to the significance of the new modetusdlvi
reference provision.

439. Philbert, M. Bridging the distance: Pace University Library and remote users. Journal of Business and
Finance Librarianship. 2002; 7(2/3):88.
Keywords: ereference/ distance learning/ academic libraries/ USA/ libratylotion
Abstract: Discusses Pace University Library's services to distance learners, particularly students
in the Executive MBA program. Includes a brief section on research assistance which is offered
via a tolHree telephone number, an online form amtine guides (ReVeal).
Conclusion - the future of distributive learning lies in the creation of partnerships among
academic and public librarians, computing professionals, college and university administrators,
faculty, publishers and vendors.
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440. Phlip, B. mayihepyou@theelectronicreferencedesk examination of the past, present and future of
electronic mail reference service. 1997.
Keywords: ereference/ academic libraries/ Canada/ implementation/ delivery technology
Abstract: Explores the adwtages and disadvantage of electronic mail reference and discusses
the service at the University of Alberta Libraries.

441. Pierce, J. B. Digital discomfort? "Get over it," says McClure. American Libraries. 2002; 33(5):45.
Keywords: ereference/ evaluath
Abstract: Report of a lecture by Charles McClure, on 'Assessing digital reference services'.
McClure emphasised the need for libraries to develop goals, commit resources and evaluate
outcomes of digital ref services. Efforts to count and evaluaisactions (enetrics) are
essential to libraries' abilities to provide services effectively.

442. Pitney, B. KCLS's Virtual Reference Service: a process of refinement by perseveranceNixon, C. and
Burmood, J., Eds. Internet Librarian 2001: collectedgm&gtions; Pasadena, CA. Medford, NJ:
Information Today, Inc.; 2001: 14854.
Keywords: ereference / public libraries/ USA
Abstract: Discusses the introduction of a +iéale chat reference service at the King County
Library System in Seattle, WA. Indes a section of©perator evaluation' - comments made
were: the need for more-ifepth training; the 4 hour shift being too long; high number of
disconnects; need for technical support to be available the hours the service is open; the need to
better pubitise the service; misleading name for the service (user expectations); chat too slow a
mechanism to use to answer ref questions.

443. Place, E. and Dawson, H. Building the RDN Virtual Training Suite to teach Internet information skills via
the Web. Bropy, P.; Fisher, S., and Clarke, Z., Eds. Libraries without walls 4: the delivery of
library services to distant users. London: Facet Publishing; 2002; pL7261
Keywords: information seeking skills/ UK

444. Pomerantz, J. and Silverstein, J. Creatigystem for shared information and referral: the importance of
ontology. Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing
digital reference services: setting standards and making it real. London: Facet Publishing; 2003;
pp. 149-158.
Keywords: ereference/ government libraries/ USA
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.
Abstract: Discusses the use of taxonomies and ontologies in building an informatiofeanad re
system utilizing preexisting information sources found within an unnamed US governmental
agency.

445. Porter, S. Chat: from the desk of a subject librarian . Reference Services Review. 2003;-8¥(1):57
Keywords: ereference/ academic librariesistralia/ delivery technology/ user needs/ library
instruction/ staffing
Abstract: Discusses a trial chat reference service for nursing students at the La Trobe University
in Melbourne.

User needs - lack of knowledge of databases and command of thetsézrbniques.

User instruction - initiatives for 2002 to address the lack of exposure thatafipus nursing

students have to library orientation and information literacy instruction and assistance are 1) an
online tutorial or CBROM guide covering basitatalogue and database searching, using the
document delivery service and getting assistance from the library 2) a Web page of database
search strategies 3) a trial of a chat service as an alternativeetonus appointments,
telephone/amail assistance.

Impact on staff - complementary service versus overlapping service/replacement service? More
support for service if viewed as filling a niche.

Conclusions:-

x Not strictly necessary to provide a chat service to increase the number of nursing students who
seek help

x A reference interview can be performed during a chat and closure reached satisfactorily for the
user

x Chats were sometimes an inconvenient interruption to the work of the subject librarian and a
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limited amount of rostering was seen as reqliceprovide some predictability

x Chats viewed as increasing inefficient single consultations during a time when more efficient
ways to deliver service in a climate of staff reductions

x Many students wish to chat outside normal business hours@eestion with librarians in

other time zones would be necessary

446. Powell, C. A. and Bradigan, P. S:riail reference services: characteristics and effects on overall
reference services at an academic health sciences library. Reference & User Serviegly.Qua
2001; 41(2):17a1.78.
Keywords: ereference/ academic libraries/ USA/ service guidelines
Abstract: Describes the process of initiating anaél reference service in June 1995 at the Ohio
State University Health Sciences Library and the growthes#rvice through December 2000.
Appendix A provides an example of the library's 'Electronic Mail Reference Service Guidelines
and Appendix B is an example of 'Remote Ref Services Guidelines'.

447. Prestamo, A. If we build it, will they come?Williand, E., Ed. Proceedings of the National Online
Meeting; New York. Medford, NJ: Information Today, Inc.; 2000: -R23.
Keywords: ereference/ academic libraries/ distance learning/ USA/ delivery technology
Abstract: Discusses the creation of the Digitddrary Services unit at Oklahoma State
University, which includes the provision ofngail and telephone reference services to distance
learners.
Conclusion - answer to question in title is Yes. The real challenge is promotion of services
requires buildig relationships and clear lines of communication with the faculty teaching DE
courses.

448. Qayyum, M. A. Internet reference services and the reference desk: does the nature of a user's query really
change? Internet Reference Services Quarterly. 208213(22.
Keywords: ereference/ academic libraries/ Canada/ role of librarian/ user needs
Abstract: Reviews the nature of queries posed by library patrons during a regular reference
interview within the conceptual framework of Internet reference seriicas academic library.
The observation is that whilst the basic theme and nature of queries remain pretty much the
same, it is the role of the ref librarian in responding to these queries that has undergone an
immense change.
Examines the various typesuser and how librarians must meet their nedtie new library
user, the user who is totally unaware of tkeeevices available; the user who has an inborn fear
and distrust of new technology and the experienced computer user.

449. Quint, B. The didial library of the future: CrossRef Search and QuestionPoint offer challenges to
traditional services. Information Today. 2002; 19(7):8
Keywords: ereference/ USA/ QuestionPoint
Abstract: Includes a discussion of the launch of OCLC's QuestionPoint.

450. ---. QuestionPoint marks new era in virtual reference. Information Today. 2002; 19(7):50
Keywords: ereference/ USA/ QuestionPoint
Abstract: Discusses the launch of QuestionPoint, a cooperative venture between the online
vendor OCLC and the Library @ongress' Public Service Collections Directorate, based on the
CDRS.

451. ---. Round the clock, round the world: delivering quality, affordable data 24 hours a day will take us into
the future. Information Today. 1998; 15(6):8
Keywords: ereference
Abstract: Argues the need for good-Bdur virtual reference services. Discusses the relationship
between librarians and vendors.

452. Quint, B. Some advice for Google Answers: adopting ‘gjgality standards can help build a reliable,
consistent servicénformation Today. 2002; 19(6):8
Keywords: ereference/ USA/ commercial services
Abstract: Suggests the adoption of quality standards by Google's Answers and other commercial
e-reference services.



453. Race, S. F. and Viggiano, R. It's not Bl, it's Mrtual instruction for distance learnersWilliams, M. E.,
Ed. National Online 2001 Proceedings; New York. Medford, NJ: Information Today, Inc.; 2001:
377-383.
Keywords: ereference/ academic libraries/ distance learning/ USA/ delivery technology
Abstrad: Describes the redime reference service pilot, using chat software (RRChat), at the
Florida Distance Learning Reference & Referral Center. Addresses (1) things to consider when
selecting chat software (2) how best to use chat for instructoganse workshops; request
registration of students; limit number of students per classroom and usevetfme script (3)
Other uses of technologymeet social aspects by creating a gathering place for comments and
have open sessions on different topics.

454. Rader, H. B. Information literacy in the reference environment: preparing for the future. Katz, W. A., Ed.
New technologies and reference services. New York: Haworth Press; 2000;3%. 25
Keywords: ereference/ information seeking skills/ user nédiisary instruction/ staff training
Abstract: Argues that the teaching of effective information and computer skills will become a
very important component of reference services in the new millennium.

Need for librarians to provide library systems desibtwefacilitate access and information skills
instruction at the time of need.

User needs:-

1) Users need help with technology so 'help desk’ pieces are becoming parts of ref services.
2) Users need instruction in accessing, organising and using infonmsaianformation literacy
is being incorporated into ref services.

3) Users need help remotely so electronic communication including video conferencing is
integrated into ref work.

4) Users want assistance at their location so ref librarians often roandathe library to
accommodate these needs or they go to faculty offices to provide needed services.
Librarians need te:

1) Set clear guidelines for electronic ref services

2) Build close cooperation among ref librarians

3) Identify remote clientele artteir needs

4) Obtain extensive training and development

Need for ref services and information skills instruction to become integrated.

Staff training in people and teaching skills; knowledge of print and electronic databases; basic
technology and netwonrkg skills and knowledge of information sources in the surrounding
areas.

Info skills instruction in person, interactively online, in print or in an electronic classroom
situation.

455. Ramsden, A. The OU goes digital. Library & Information Update. 22(03:3435.
Keywords: ereference/ distance learning/ UK/ OPAL
Abstract: Outlines how the Open University is embedding electronic library resources and
services into dearning. Initiatives are (1) a 24/7 enquiry service andtiesd instant
messaging2) information literacy classes (3) improvements in accessibility of services (4)
collaborative library/learning technology partnerships (5) aijutime approach with a new
personalised library service. Includes a brief section on its 24/7 enguiigesiibrarians on
Call'.

456. Reger, N. K. Redefining reference services: transitioning at one public library. Reference & User Services
Quarterly. 1998; 38(1):735.
Keywords: ereference/ public libraries/ USA/ delivery technology

457. Rettig, J.Technology, cluelessness, anthropology, and the memex: the future of academic reference
service. Reference Services Review. 2003; 31(191.7
Keywords: academic libraries/ USA/ user needs/ role of librarian
Abstract: A white paper on the future of thedemic reference service, presented as part of the
RUSA programme at the 2002 ALA Annual Meeting.
User values/needs - immediacy, interactivity, personalisation and mobility. Need to provide a
personalised service a personalised guide to relevant informmasources, one that can respond
appropriately to changing needs as the user
machine. The Instant Messaging generation of users. Lack of understanding amongst users as to

s |
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the complexity of the referencep c e s s . Il nability to be critical
Role of librarian-t he need to ,rove" electronically usi ng
behaviour e.g. to alert a librarian when online assistance is required. Link with comatept th

electronic reference is not place bound (reference desk) concept of an information consultation

room in which a librarian can work fate-face with a user or from which a librarian can work
screesto-s cr een with a remotentubeopol bgbstasl ans ahbhe,
communities learn about their information handling habits (link to developing resources). Tools

to assist librarianse.g. enhancements to integrated library systems that allow simultaneous

searching of multiple databases, Resé Wizard.

458. Rhodes, C. Global digital reference service begins trial run. American Libraries. 2001; 32(1):22.
Keywords: ereference/ CDRS
Abstract: Very brief article on the launch of the Collaborative Digital Reference Service, a
project hosted bthe Library of Congress in collaboration with the national libraries of Canada
and Australia.

459. Richardson, J.; Fletcher, J.; Hunter, A., and Westerman, P. "Ask a Librarian" electronic reference
services: the importance of corporate culture, comnatioic and service attitude. LASIE. 2000;
31(4):2537.

Keywords: ereference/ USA/ Australia/ academic libraries/ public libraries/ implementation/
expert services

Abstract: Examines the information technology aspects and the key organizational issues
involved in establishing an electronic reference desk service. Identifies issues emerging from a
1999 survey of academic and public libraries in North America and Australia.

Issues to address when implementing or maintaining an 'AskaL ibrarian’ service:-

1) Locdion of (AskaLibrarian) page on web site

2) Methods for patrons to submit a request

3) Mandatory patron details

4) Answering patron queriesvho and how long

5) Statistics

6) Management process

Need to focus on the relationship between a library anéiitéce to its patrons.

460. ---. "AskA" electronic reference: strategies for creating effective query services. AusWeb2K, the Sixth
Australian World Wide Web Conference; Cairns, Australia. 2000.
Keywords: ereference/ quality standards/ implementatiexpert services
Abstract: Provides a checklist for libraries planning to implement an 'AskA' service.
Implementation factors:-
(1) Location of (Ask a Librarian) page on web site
(2) Methods for patron to submit a request
(3) Answering patron queries: whadhow long
(4) Statistics
(5) Management processes
Authors promote the importance of communication between the library and its patrons.
Defining success - how?
(1) Examine growing number and proportion of queries relative to more traditional services
(2) Proportion of questions answered correctly or to the satisfaction of the enquirer
(3) Evaluation of success by users and reasons fousen
(4) Whether it reaches people who have no other resources to use or overlaps
May wish to benchmark service agaiogter enquiry services.

461. Richardson, J. V. The future of reference: the intersection of information resources, technology and users.
Reference Services Review. 2003; 31(1}443
Keywords: reference services/ user needs/ library instruction
Abstract A response to the five white papers on the future of reference service presented as part
of the RUSA programme at the 2002 ALA Annual Meeting. Points out that the social aspect is
one of the most important drivers in the provision of reference services.
Usersneeds-i mportance of having trustworthy tools toc
User instruction - should be offering bibliographic instruction, library classes, library
orientation, user instruction, library tours and information litefarogrammes.



462.

463.

464.

465.

466.

467.

468.

---. Question Master: an evaluation of a \Alsed decisiosupport system for use in reference
environments. College & Research Libraries. 1998; 59(13229
Keywords: ereference/ USA
Abstract: Evaluates Question Master, a decisiggport system automating some of the more
routine, facttype questions encountered in libraries. A series of Web pages guides librarians
through a set of clarifying questions before making recommendations of an appropriate
electronic or print resource fromakldCat, OCLC Online Union Catalog. The goal is to
improve the accuracy of ref transactions.

Richardson, J. V. Virtual reference transactions: a systematic bibliography [Web Page]. 2002. Available
at: http://vrhome.virtualreference.net/johnrbibfion.
Keywords: ereference/bibliography
Abstract: A bibliography containing 272 items compiled by examining a number of sources,
including the Sloan and Wasik bibliographies.

Richardson, J. V.; Havener, W. M.; Dillon, M.; Saxton, M. L.; Radcliff,ahd Kuhlthau, C. C.
Millennium research agenda project: reference services. Library Quarterly. 2000; 7Q¢4).vii
Keywords: ereference/ USA
Abstract: Suggestions from researchers and practitioners as to the research front and research
agenda for refence service in the new millennium.

Rieh, S. Y. Changing reference service envronment: a review of perspectives from managers, librarians,
and users. The Journal of Academic Librarianship. 1999; 25(31288
Keywords: literature review/ role dibrarian/ information seeking skills/ information need
Abstract:Reviews the literature on academic library reference service and examines changes
in the traditional reference desk model. Proposes new research directions in which users'
informationsearchprocesses and librarians' intervention in ref service are integrated.
Discusses: 1) models of ref servideaditional vs. tiered; 2) Librarians perspectives on the
changing work environmentwelcomed/enhanced role vs. burnout and overload; 3) Users'
informationseeking behavioursiinformation need' concept explored; 4) Role of ref librarian in
changing environmentsintermediary, teacher, ‘process intervention of learning’, translator,
guide and instructor.

Riggs, C. Virtual reference servicewhat, why and how? A report on a teleconference. Library Hi Tech
News. 2002; 19(4):B.
Keywords: ereference/ implementation
Abstract: Report of a national satellite teleconference on virtual reference services. Participants
included Coffman, Lipow an8loan.
Issues to consider when embarking on the implementation of a DR service:-
1) Staffing- appropriate level? all ref staff or just subject specialists?
2) Physical layout of service
3) Service hours
4) Staff training
5) Evaluation- methods?
6) Leanl issues privacy, copyright and licensing issues?

Roberts, H. Any time, any place: virtual reference services. Australian Academic & Research Libraries.
2000; 31( 4):202205.
Keywords: ereference/ academic libraries/ Australia
Abstract: Review a seminar on virtual reference services organised by the University, College
and Research Library Section of the Australian Library and Information Association. It focused
on case studies of what was actually already being done in Australian libratisga@mation
services.

Roberts, L. Choosing a chat reference software solution: the devil is in the detail. Information Strategies
2001; Fort Myers, Florida. 2001.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Digusses the process of choosing chat reference software at the University of North
Carolina. Provides a chat reference software checklist.
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469. Robinson, K. and Kovacs, D. LibRef sharing reference expertise over the academic networks. Wilson
Library Bulletin. 1993; 67(5):4-50.
Keywords: ereference/ discussion lists/ USA
Abstract: Discusses LibRéf, a discussion list dealing with issues in reference services.

470. Rocchi, B. The virtual reference desk: how does it work? 1997.
Keywords: ereferaence/ academic libraries/ Australia/ delivery technology
Abstract: Discusses the implementation and administration ofefeence service, REFER, at
the University of South Australia Library. Includes a section oratlvantages and
disadvantages of electronic reference.
Advantages
1) Time saver for users
2) Cheaper than a telephone ref service
3) Provides anonymity
4) Provides an extra choice for users
5) May take some of the load off a busy ref desk
Disadvantages
1) Some users will have limited eihaccess
2) Lack of standardisation between email software and gateways
3) Difficulty reading files sent via email
4) Security/Confidentiality issues
5) Different ref interview demands

471. Rockman, I. F. Internet speed, library knbaw intersect in djital reference. Bogart, D., Ed. The
Bowker annual library and book trade almanac 2002, 47th edition. Medford, NJ: Information
Today; 2002; pp. 23248.

Keywords: ereference/ staff training/ staffing/ information literacy/ delivery technology/
evaluationfguality standards/ technical standards

Abstract: Examines digital reference services and the challenges and benefits they are making for
libraries of all types. Includes sections-on:

1) Models- individual academic libraries, regional multitype consomggional consortia,
statewide multitype consortia, government and international.

2) Privacy- need for user to personal details to start the service, some products now permit
patrons to remain anonymous.

3) Standards - NISO workshop and Question Interctye Profile work; (very brief section)

4) Training & education

i. the complexities of shared databases, authentication and licensing issues are unique to an
electronic environment requiring specialised content knowledge, technical expertise and the
fundarrental skills of communication, source knowledge and service orientation.

ii. education strategies may include stgpstep training manuals and guides for using specific
software products, how to interact efficiently and effectively with virtual patrang,th address
sensitive questions and how to act quickly in a multitasking environment.

iii. Handson training sessions could involve practicing with software, searching databases
efficiently, and staying within the prescribed time periods.

iv. Trainingand education should be ongoing experiences

v. Mini-training sessions offered during regularly scheduled staff meetmeggew transcription
logs- and training updates.

vi. Librarian skills- flexibility, speed and accuracy in keyboarding, ability toltitask, ability to
deal with ambiguity and an evolving technology, communication skills and efficient use of time.
5) Staffing - doublef/triple staff the service vs. singl&affing model; centralised vs decentralised.
6) Promotion and marketindink with library's gateway, portal or main Web page.

7) Relationship tdnformation literacy - powerpoint presentations, electronic pathfinders,
digital FAQs, Wehbased instructional guides, citation tools and streaming video explanations
may all help to contribte to supporting info literacy goals.

8) Accessibility

9) Evaluation - staff reflections, user surveys, analysis of question answering approaches,
assessment of quality.

10) Software selection

11) The future software, new technologies, facilities,refards, cooperation and research
studies.
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472. Rogers, M. Academic libraries test Wbhsed reference. Library Journal. 2001; (12).
Keywords: ereference/ academic libraries/ USA
Abstract: A brief news item outlining the results of Sloan's preliminaajuetion (online usage
patterns) of a Ready for Reference service project conducted by eight Illinois academic libraries.
One outcome of the project is the need for institutions that collaborate on ref services to share
with one another their policies apdocedures especially in the area of access to electronic
resources.

473. ---. Divine unveils Virtual Reference Desk solution. Library Journal. 2002; 127(17):23.
Keywords: ereference/ academic libraries/ Virtual Reference Desk/ USA/ delivery teclynolog
Abstract: News item announcing the launch of divine.inc's Virtual Reference Desk, to be
implemented by the University of Florida.

474. Ronan, J. Chat reference: an exciting new facet of digital reference services. ARL. 2001;§219):4
Keywords: ereference/ academic libraries/ USA/ delivery technology/ staffing
Abstract: Discusses the cHadsed virtual reference service, refeXpress, at the University of
Florida. Examines the challenges in setting up a chat ref sersétecting and installing
software; marketing the service; overcoming staff resistance; teaching effective online
communication; training librarians to field questions outside their areas. Proposes that
challenges can be overcome by training and experience. Important to providétktafhple
time to practice their skills before going online and to provide them with a safety net for their
first few shifts.

475. Ronan, J. and Turner, C. Chat reference. Association of Research Libraries; 2002; SPEC Kit 273.
Keywords: ereferencéacademic libraries/ North America/ staffing/ service guidelines/
evaluation / delivery technology
Abstract: A survey of chat reference services in ARL member libraries. Addresses: 1) Personnel
and work environmentstaffing; organisation and managemeskills and training; service
schedule, 2) Users and usage, 3) Policies and procedures, 4) Publicity, 5) Evaluation
Skills and training - ref interviewing and facility with Welbased information sources are held
to be the most important skills. Comforitivcomputers and the ability to make effective
referrals follow closely as other important skills.
Policies - 1) What the service is, when it is offered and how to access it 2) Kinds of questions
that are appropriate for the service 3) Resources usewvagypolicy
Procedures - prescribe chat ref operations e.g. development and use of scripted messages, how
to transfer patrons and make referrals.
Evaluation - via analysing transcripts; user Web survey; focus groups; interviewing users;
statistics genetad by the system.

476. Ronan, J. S. Chat reference: a guide to virtual reference services. Westport, CT: Libraries Unlimited,;
2003. ISBN: 1591580005.
Notes: Title forthcoming, according to Libraries Unlimited website at 13/05/03.
Abstract: A book desigrd to lead the reader through the decisions and considerations involved
in setting up a redime reference service.

477. Ronan, J. S. Virtual reference: a hot new idea for extending services to remote users. LIRT News. 2000;
23(1).
Keywords: ereferencédelivery technology
Abstract: A brief overview of virtual reference. Discusses the possibilities of a chat service.

478. Ronayne, B. and Rogenmoser, D. Library research instruction for distance learners: an interactive,
multimedia approach. Broph#,; Fisher, S., and Clarke, Z., Eds. Libraries without walls 4: the
delivery of library services to distant users. London: Facet Publishing; 2002; pp9&87
Keywords: information seeking skills/ academic libraries/ distance learning/ USA/
implementatiohlibrary instruction/ web site design
Abstract: Describes the process of implementing and publicizing a programme of new library
services for distance learners, considers effective web page design and concludes with an
experiential account of library remeh instruction delivered via live cablecast, interactive
television at the California State University, Sacramento. Includes hints for designing web pages
and for making televised instruction personalised, engaging, motivational and empathetic.
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Highlights collaboration and teamwork as the key elements for success.

479. Ross, A. M. ; Corse, E. L., and Butterworth, D. N. Electronic access to document delivery and reference
services. Medical Reference Services Quarterly. 1994; 13(2R13
Keywords: ereference/ academic libraries/ USA
Abstract: Article addresses electronic inlibrary loans. Partly discusses amail reference
service at the University of Pennsylvania's Biomedical Library.

480. Ross, C. S. and Nilsen, K. Has the Internet changgthiag in reference? The Library Visit study, phase
2. Reference & User Services Quarterly. 2000; 40( 2)155%.
Keywords: public libraries/ academic libraries/ Canade@saurces
Abstract: An examination of 161 user' accounts of what happened wheresked a reference
guestion in a Canadian public or academic library of their choice. A focus of analysis was how
the availability of electronic resources may have changed the reference transaction and affected
the users's experience. A troubling findiaghat ref staff seem to regard the Internet as an
external resource that users can search independently but not asfledigied ref tool for which
ref librarians have a responsibility to help users search and evaluate.

481. Ruppel, M. and Fagan, Q. Instant messaging reference: users' evaluation of library chat. Reference
Services Review. 2002; 30(3):1-897.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Analyses results of a survey of students who use Morris Messéme instant
messaging reference service at Southern Illinois University Carbondale's Morris Library.
Includes a comparison with traditional reference desk experiences. Respondents indicated
overall enthusiasm for the IM ref service.
Includes sectionsn the advantages and disadvantages of IM and the advantages and
disadvantages of the traditional ref desk.

482. Ryan, C. Virtual libraries, real research. EGov Magazine. 2000; (March 2000).
Keywords: ereference/ delivery technology
Abstract: Discussee use of Webline, a software programme that offers live help over the Web
to library patrons who need additional support.

483. Ryan, S. Reference service for the Internet community: a case study of the Internet Public Library
Reference Division. Libry and Information Science Research. 1996; 18(3}2Z31
Keywords: ereference/ Internet Public Library/ USA/ delivery technology / service guidelines
Abstract: The creation of the University of Michigan's Internet Public Library Reference
Division is pesented within the historical context of librarians' efforts to integrate the use of
technologies (malil, telephone and teletype) with reference services. It examines the Internet as a
ref tool and outlines problems associated with it. The article examiags that librarians have
successfully incorporated new technologies and makes recommendations about how these
strategies can be applied to the Reference Division and to Internet usage for the reference process
in general.
Recommendations:
1) Any libraty contemplating the provision of ref service via the Internet and WWW must think
about how to limit its service to make it more manageable.
2) A desirable mechanism must be worked out for referral of problematic ref questions.

484. Ryan, S. What is thenternet Public Library, and why should | care? Information Technology and
Disabilities. 1995; 2(2).
Keywords: ereference/ Internet Public Library
Abstract: A brief introduction to the University of Michigan's Internet Public Library.

485. Ryer, M. A. ad Nebecker, B. Implementing an "Ask a librarian" electronic reference service.
Community & Junior College Libraries. 1999; 9(1):24.
Keywords: ereference/ academic libraries/ distance learning/ USA/ implementation/ expert
services
Abstract: Describeshe thinking and research involved in implementing a jaifgea 'Ask a
Librarian' service from a web page at Raritan Valley Community College, Sommerville, NJ.
Poses questions on which they sought guidance in the literature. These were:
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486.

487.

488.

489.

490.

(1) Are electroit reference services being used extensively? Abused?

(2) Have libraries restricted their service to their own patrons or is it available to all comers?

(3) What types of limitations are being placed on acceptable questions submitted to an electronic
servce?

(4) Is lack of an irperson reference interview presenting problems?

(5) What is the usual turnaround time for response?

(6) Who is responsible for handling the electronic reference questions?

(7) How is the service being publicised?

SambasivarK. Impact of information technology on the reference librarian. Library Science With a Slant

to Documentation and Information Studies. 1999; 36(28¥9

Keywords: ereference/ role of librarian

Notes: An Indian journal.

Abstract: Discusses the challendasing the reference librarian in the electronic environment.
Details the traditional role of the reference librarian and the qualities required. The modern IT
now requires the librarian to possess knowledge of computer and communication technologies.

Sarkar, D. Library encourages patrons to chat. Federal Computer Week. 2002; (21 August 2002).

Keywords: ereference/ public libraries/ USA
Abstract: A brief news item relating to the 'Ask a Librarian Live Reference' service at the
Rockville branch othe Montgomery County public library.

SarkodieMensah, K. The human side of reference in an era of technology. The Reference Librarian.

1997; (59):131138.

Keywords: role of librarian

Abstract: Suggests that as libraries become more technicat@mubtogically challenging in

their use, reference librarians have to be aware of the human aspects viable in the performance of
their duty.

The human aspect of ref demands that the approach taken when conversing with users and
instructing them be rexamned.

Saskatchewan Virtual Reference Working Group. Saskatchewan Libraries: Ask Us! pilot project

evaluation. [2000].

Keywords: ereference/ public libraries/ Canada

Abstract: An evaluation of an online reference service in seven public librstgnsy and the
Provincial Library in Saskatchewan.

It was impossible to print out this article in a usable form.

--. Virtual reference project plan: mission, goals and objectives. [2000].

Keywords: ereference/ public libraries/ Canada/ impleménotd eresources

Abstract: Plan to develop an electronic reference system, providingmealeference, in
Saskatchewan public libraries. 6 overarching goals were identified and each is accompanied by
several objectives.

GOAL 1 - Develop Internet expise and familiarity among all public library ref staff

GOAL 2 - Develop electronic resources and tools that will assist library staff with ref work
GOAL 3 - Develop electronic resources and interactive ref services to the public

GOAL 4 - Create a web sitihat provides a usdriendly, fast, and efficient interface to all
library resources online and emphasises 'serving the public through local libraries'

GOAL 5 - Create a working environment that supports cooperation in the development and
ongoing mainteance of the service

GOAL 6 - Develop an interactive site supported by local library staff that offers several for
library patrons to obtain real time and human assistance from their local library.

491. Saunders, L. Building the virtual reference desforimation Today. 2001; 18(3):25

Keywords: ereference/ USA
Abstract: Reports on a symposium entitled 'Building the virtual reference desk in a 24/7 world'
held at the Library of Congress in January 2001.

492. Sawyer, D. C. A matter of confidence: agkieference questions over the Internet. Online. 1993; 17(4):8

9.
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Keywords: ereference/ service guidelines/ staff training

Abstract: Discusses the issues involved when posting patrons'/clients' questions on the Internet.
Recognises the potential probleassociated with broadcasting questions over the Internet e.g.
breach of confidentiality. Identifies a need to develop policies about using the Internet and other
networks. Guidelines provided:-

1) Expand the ref interview

2) Ask clients for permissioto use the Internet

3) Remember it's the client's question

4) Consider third party interests

Staff training - need for training and orientation procedures for new and experienced staff.

493. Scardellato, K. Experiences in developing and maintaining ttted/ Reference Library at Toronto
Public Library. Program. 2001; 35(2):1-8B0.
Keywords: ereference/ public libraries/ Canada/ implementation/ evaluation / user needs
Abstract: Describes the development and maintenance of the Virtual Reference aibrary
Toronto Public Library.
The development was guided by the principles of-asetred design.
User needs:-
1) Understand who current users are, what resources and services they use and under what
conditions.
2) Gather info from users as to the charasikes of users, the resources to be included and so
on e.g. via discussion groups.
Evaluation - via the web log analysis tool, Web Trends, and online user surveys.
Lessons learnt:
1) Strong organisational commitment is needed in order for a new sers€oedeed
2) Partnership development has been key to the success of the library
3) Creating and delivering services electronically has significant impact on the entire operation
of the library
4) New services present and attract new oppurtunities
Implementation has resulted in staff skills and expertise being developed in new areas of
technological development and in methods for designing quality service. Alsedaptim
understanding of user requirements has been gained.

494. Schaake, G. ' Sathan E. \enped on the live reference bandwagon, and we love the ride! Computers in
Libraries. 2003; 23(4):2@2, 2425.
Keywords: ereference/ public libraries/ USA/ delivery technology/ staffing
Abstract: Discusses the implementation of a virtual referenceceeatthe Memorial Hall
Library in Andover, Mass.
Software - choice based on expense, time, complexity of system and demand on staff resources;
collaborative approach (24/7 Reference service) chosen.
Marketing of service - via local paper, Web site, extedrdemos, links on other Web pages,
brochures and posters, powerpoint slide on cable.
Staff resources - spreading of staff time across libraries and across tasks associated with the
virtual reference process. Experienced vast increasenaileguestions.

495. Schaefer, M. T. Landmark Digital Age Reference Service Institute inaugurated by Library of Congress.
Part 1: key digiref concerns. Information Retrieval & Library Automation. 1998; 3483):1
Keywords: ereference
Abstract: Discusses events andcdssions at the Library of Congress's first Institute on
Reference Service in a digital age. Reports on the institute's keynote message by Nardi who
discusses her work entitled 'What we learned at the Apple Computer Library' and concept of
‘information eology'.

496. ---. Landmark LC Institute. Part 2: real virtual information service issues. Information Retrieval & Library
Automation. 1998; 34(4):5.
Keywords: ereference/ USA/ copyright
Abstract: A second discussion of the Library of Congress InstitntReference Service in a
Digital Age. This article reports on the participants' diverse outlooks on the skills needed and the
available applications for digital tools in reference service.
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497. Schilling-Eccles, K. and Harzbecker, J. J. The useaftebnic mail at the reference desk: impact of a
computermediated communication technology on librar@dient interactions. Medical
Reference Services Quarterly. 1998; 17( 4R¥7
Keywords: ereference/ academic libraries/ medical libraries/ USA/ dejivechnology
Abstract: Discusses anmail reference service at the Alumni Medical Library of the Boston
University Medical Center.
Conclusions:-
(1) The medium used must compliment the user's habits and needs
(2) Ease of use, friendly software interfa@nd convenience are also fundamental to successful
implementation
(3) Need to fully integrate-mail into the daily operations demands that a) the system is part of a
larger electronic framework b) it must be described and delineated clearly and edvertis
appropriately and c) reference depts must clarify how often messages will be retrieved, what
turn-around times can be expected and whether certain messages are appropriate.
(4) Librarians must continue to-evaluate their expectations as well as thedseand behaviours
of the users.

498. Schloman, B. F. Managing reference services in an electronic environment. Huang, S. T., Ed. Modern
library technology and reference services. New York: The Haworth Press, Inc.; 1993:19. 99
Keywords: academichiraries/ USA/ implementation
Abstract: Addresses the management of reference services in a rezidgimesearch library in
an increasingly electronic environment. A model for planning ref services is presented, based on
a hierarchy of information skillglong with a tearbased organisational structure to meet agreed
upon objectives.

499. Schmidt, J. Online reference. Universitas 21 Meeting; Cardiff. 2000.
Keywords: ereference/ academic libraries/ Australia
Abstract: A brief overview of online referea developments, followed by a discussion of
initiatives at Queensland University.

500. Schneider, K. G. The distributed librarian: live, online, #t@ak reference. American Libraries. 2000;
31(10):64.
Keywords: ereference/ USA/ UK/ Virtual Referendzesk/ CDRS
Abstract: Very brief article on the LSSI's Virtual Reference Desk, the Metropolitan Cooperative
Library System's 24/7, the Library of Congress's Collaborative Digital Reference Service, plus
the University of Leicester library's online referergervice.

501. ---. My patron wrote me a letter: the joy efaail reference. American Libraries. 2000; 31(1):96.
Keywords: ereference/ USA/ delivery technology
Abstract: Discussesmail reference and gives libraries advice on how to deal witiaié
enquiries.

502. Schwartz, J. Digital reference at Bobst Library. Connect: Information Technology at NYU. 2001; (Fall
2001).
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Briefly discusses two digital reference serviceskahibrarian' and a pilot project for
reattime chat ref service, at Bobst Library, NYU.

503. Sears, J. Chat reference service: an analysis of one semester's data. Issues in Science and Technology
Librarianship. 2001; (32).
Keywords: ereference/ academlibraries/ USA/ delivery technology
Abstract: An analysis of four months of chat reference questions received at a centralized
reference services desk at Auburn University. This study examined whether the questions were
localised to the specific librals/resources/services as well as whether the person responding to
the chat question gave any evidence of consulting resources during the course of the chat session.
Findings:
1) About 60% of the time, chat questions related to the local libray's s&remeurces
implications for collaborative projects.
2) About 39% of responses involved the librarian consulting resources.
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504. Selby, B. Refdesk: UVa Law Library's approach tmail reference. Virginia Libraries. 1999; 45(2):12
13.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Desribes themail reference service at the University of Virginia Law School Library.

505. Sellers, M. Reference over the Net: new service or just a new line? Colorado Libraries. 1998:25(1
Keywords: ereference/ academic libraries/ USA/ delivery technology/ implementation
Abstract: Discusses the results of amail survey of 13 academic libraries in Colorado that
provide email reference service to their patrons. Discusses theseidifrexperiences and
outlines some general issues involved in the provisionméireference services.
Areas to consider when providingneail ref service:
1) E-mail ref use is low for most libraries. Demand will remain manageable.
2) Visibility and publicity are critical to use.
3) Provide clear guidelines on the type of response a user can expect
4) Make the Web an inviting environment for attracting users

506. Shamel, C. L. Centralized library and learning resources: a remote access demomstgeal.
Community and Junior College Libraries. 2001; 10(4283
Keywords: ereference/ academic libraries/ USA/ collaboration
Abstract: Discusses thereference service for distance learners offered by a consortium of San
Diego County community ctidges using telephone;neail and reatime chat. The paper looks
at the effectiveness of the consortium and at the delivery of reference service.
Consortium limitations - low interest in shared staffing; lack of reciprocal borrowing priveleges
and the imbility to share electronic resources. Consortium dissolved.
Value of digital reference
(1) Need for active commitment and promotion of the concept on campus
(2) A Webbased form with selected mandatory fields gives librarians the information they need
to respond effectively.

507. Shannon, A. W. Integrating library resources into online instruction. Curtis, D., Ed. Attracting, educating,
and serving remote users through the Web. London: Facet Publishing; 2002;485171
Keywords: distance learning/formation seeking skills/ copyright
Abstract: Describebow librarians can work with instructors of online courses to integrate
information-gathering skills and appropriate resources into the curriculum. Discusses
Courseware 101, the online course.
(1) Librarians should begin by convincing the instructor that they should take an active role in an
online class e.g. wealth of technical expertise that librarians have available.
(2) The librarian should become a teaching partner, collaborating on assigrouoargs,
readings and class discussion.
(3) Establishing the library's presence in classes via placing a link to the library's Web site on the
course's introductory page; providing links to appropriate online research tools; customised Web
based lists of aviable online resources.
(4) Establishing a oren-one connection with studentsnost crucial aspect of providing support
for an online course.
(5) Distributing research instruction throughout the course.
(6) Document delivery, electronic reserves andydgpt

508. Shannon, A. W. and Henner, T. A. Providing library instruction to remote users. Curtis, D., Ed.
Attracting, educating, and serving remote users through the Web. London: Facet Publishing;
2002; pp. 149.70.
Keywords: library instruction/ delary technology
Abstract: Explains how technological developments that tend to isolate patrons from library staff
can also be employed to overcome the difficulties inherent in supporting remote library users.
Discusses webased tutorials, video captureogrammes, videoconferencing systems and
desktop video systems and the role they play in providing library instruction to remote users.
Conclusion - library instruction programmes will be most effective if they are taken to the user
and take into accountehvariability of individual learning styles.

509. Shaw, E. Readlime reference in a MOO: promise and problems. 1996.
Keywords: ereference/ Internet Public Library/ USA/ delivery technology



Abstract: Describes an experimental riade reference sere provided in a MultiJser Object
Oriented (MOO) environment accessible on the Internet and provided by the Internet Public
Library at the University of Michigan. It outlines some preliminary observations, some
observations of those coordinating the pobjand some suggestions for and questions about the
next generation of online reference at the IPL.

Recommendations in relation to tools used to provide on-line reference chat - must:

(1) Simplify all interactions

(2) Be easy to learn

(3) Make it possil# for onrduty librarians to work at other tasks

(4) Take into consideration that most librarians reported that the team approach to answering
reference questions was very beneficial

(5) Allow the librarian and patron to examine the material found on teenkt at the same time.

510. Shires, J. M. High touch vs. high tech: the changing nature of managing library reference service. 2000.
Keywords: ereference
Abstract: A student project from the University of Alberta's School of Library and Information
Studies. Discusses the 'high touchgarson ref assistance) and high tech' (electronic ref
assistance) debate.
Conclusions:
1) If properly coordinated, high tech will enhance existing high touch senitearians will
alwaysbe needed to help patrs evaluate and interpret information.
2) High tech will continue to replace somehause ref service and offer convenient, new library
services.
3) High tech and digital libraries will need to maintain a high degree of personalised service to
patrons wih higher ref service expectations.
4) Applying high touch in a high tech environment involves identifying and serving a diverse
population, teaching critical thinking skills and definingairces to users.
5) Library managers must ensure that high tecbrporates high touch methodologies.
6) High touch and high tech services should not opposeathehrather they should
complement and enhance each other.

511. Shuler, J. A. and Mon, L. Understanding government digital reference: the DOSFAN paptaetsiC.
Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing digital
reference services: setting standards and making it real. London: Facet Publishing; 2003; pp. 21
28.
Keywords: ereference/ government libraries/ academicdites/ USA
Notes: Drawn from the Third Annual Virtual Reference Desk Confereneg3 INovember
2001, Orlando, Florida.
Abstract: A case study of the DOSFAN digital reference service, in which federal depository
librarians at the University of Illinois &hicago answer-mail questions for the US Department
of State website.

512. Silveria, J. B. and Holmer, S. Serving up information at the QandAcafe: virtual reference in a multitype
library. Public Services Quarterly. 2002; 1(2)25.
Keywords: ereference/ public libraries/ academic libraries/ USA/ delivery technology/
implementation/ staff training
Abstract: Discusses the implementation of a collaborative virtual reference service, the
QandAcafe, in the San Francisco and Monterey Bay areas.
Issues:
1) Technical problemsdiverse levels of technology access and support among the 22 library
jurisdictions.
2) Scheduling/Staffing problematic due to the diverse number of libraries involved.
3) 'Problem patrons' online
Lessons learned:-
1) Guidelines fothe level of technology needed to support the service should be established
early.
2) Training for librarians is also vital- refresh ref interview techniques, general Internet and
database search skills. In addition, once learned, the new skillscanéijtees need to be
maintained through practice.
3) Dealing with multiple independent library jurisdictions requires a strong project leader.

94



4) Creating and maintaining effective lines of communication between project participants is also
essential.

513 Silverstein, J. A study of digital reference in a federal agency. Update Semiannual Bulletin. 2001; 21(3).

Keywords: ereference/ government libraries/ USA/ delivery technology/ implementation
Abstract: Discusses the digital reference serviem#é based) at the US Department of
Education. Identifies the challenges encountered with answering and tracking consumers'
guestions. Makes a series of recommendations aimed at other government agencies or large
organisations.

More detailed (earlier) report grticle entitled 'DR services and centres at the US Dept of
Education: Analysis and Recommendations' by Silverstein & Lankes (1999)

514. Silverstein, J. L. and Lankes, R. Digital reference services and Centers at the United States

515.

516.

517.

518.

Department of Edeation: analysis and recommendations. Syracuse, NY: Information Institute
of Syracuse; 1999; A report for the US Department of Education.

Keywords: ereference/ special libraries/ government libraries/ USA/ staff training/ evaluation /
delivery technoloy technical standards/ quality standards

Abstract: Detailed report on thenaail based question and answer services that the US
Department of Education offers to customers. Includes sections on Human resource issues,
QuIP, software choice, training andaguation.

Human resource issues:-

Specialists must deal with more customers, new sources of customers, new types of questions
and new types of answer (various formats and levels of sophistication)

New skills:-

1) Recognise differing levels of technicéllls and sophistication about topics and resources
amongst users

2) Understand their organisations policies and the standards for delivering information

3) Be able to (a) make the decision when to instruct and (b) have the resources and skills to
provide appropriate training

4) Ability to learn and use new software

5) Learn and maintain good writing skills

Training:-

Addresses training managers, specialists and customers.

1) Training for specialists includes how to identify and deflectodigicope quegins; how to
differentiate and choose from various answers and the cultivation of 'managerial skills' (examples
given)

2) Training customersfor those who want to perform more sophisticated searches e.g. use
strategies specific to the organisation forrensophisticated searches, evaluate legitimacy of
online sources.

Evaluation:-

Checklist provided on pg 61addresses: 1) adherence to policies and checklists 2) customer
service 3) internal processes 4) human resources

Simcox, S. IPL: the Intern®ublic Library. Ariadne. 1997; (7).

Keywords: ereference/ Internet Public Library
Abstract: An overview of the University of Michigan's Internet Public Library.

Slade, A. L. and Kascus, M. A. Library services for open and distance learningrdhentiotated

bibliography. Englewood, Colorado: Libraries Unlimited; 2000.
Keywords: distance learning/ bibliography

Sloan, B. Collaborative live reference services. 2003.

Keywords: ereference/ collaboration
Abstract: A listing of collaborati live reference services, i.e. those offered by two or more
libraries. Mostly North American, but some Australian and European.

. Digital reference primer. 2002.

Keywords: ereference/ bibliography
Abstract: A resource providing a basic, gethémtroduction to digital reference services.



519. Sloan, B. Digital reference question logs. 2002.
Keywords: ereference
Abstract: Provides links to examples of digital reference question logs, i.e. collections of actual
guestions asked at digitaference sites.

520. Sloan, B. Digital reference services bibliography [Web Page]. 2003. Available at:
http://alexia.lis.uiuc.edu/~Bloan/digiref.html
Keywords: ereference/bibliography
Abstract: A bibliography of more than 500 items relating to online/virtual/digital reference
services. A revised version was posted on 7 April 2003. The previous version, used in the initial
stages of the project, had been posted on 14 October 2002.

521. --. E-mail reference sites. 1999.
Keywords: ereference/ bibliography
Abstract: A list of links to more than 90reail reference sites maintained by individual libraries,
mostly in the US but some in Australia, Canada, Netherlands and Singapore.

522. Sloan, B. Electronic reference services: some suggested guidelines. Reference & User Services Quarterly.
1998; 38( 1):7/81.
Keywords: ereference/ service guidelines/ USA
Abstract: Suggests some guidelines for the provision of electronic referencesengsues
covered include administration/management (support needed); services (type? nature? extent?);
primary clientele (who?); personnel (task distribution, formal statement of responsibilities);
infrastructure/facilities (nature of campus techniofilastructure, users access to hardware and
software, hardware and software provision for librarians); finances and evaluation (how?,
potential for indepth data gathering viareail).

523. --. Ready for Reference: academic libraries offer live Waded reference: evaluating system use.
2001.
Keywords: ereference/ academic libraries/ USA
Abstract: Final report of the Ready for Reference pilot project, a collaborative 24x7 live
reference service in eight academic libraries in the Alliance Librarg®yist lllinois.

524. ---. Reference service in the digital library: a report on the Ready for Reference project. Library Hi Tech
News. 2001; 18(10):149.
Keywords: ereference/ academic libraries/ USA
Abstract: Discusses the Ready for Reference ser&icellaborative 24x7 live reference service
being piloted by 8 academic libraries in lllinois.

525. ---. Service perspectives for the digital library: remote reference services. Library Trends. 1998;
47(1):117143.
Keywords: ereference/ academic litias/ USA/ role of librarian/ delivery technology
Abstract: Explores thele of the librariarand of the service perspective in the digital library
environment. The article focuses on librarian/user collaboration when the user is in a remote
location incliding the use of-enail and videebased reference services. 'See You See a
Librarian' project, the Interactive Reference Assistance project and the Interactive Reference
Service project are discussed and evaluated. A Remote Reference Service mogdebidpr
whereby video reference services are offered on a limited scheduled basimaihdegerence
services are offered on a campuisle onrdemand basis. The model makes effective use of the
advantages of both media.
Role of librarian - need for socildnteraction in the informatioseeking process identified;
examples and purposes of social interaction provided. Belief that intermediary services should
play a crucial and essential role in the ongoing development of digital libraries.
3 major purposefor intermediation in the digital library environment:
1) Interaction with potential info beneficiaries
2) Interaction with info resources
3) Mediation between info resources and users to add value during the info transfer process.
Matson & Bonsk{1997) - 3 roles for librarian in the digital age:
1) as enhanced service provider in a proactive manner
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2) as guru of copyright, licensing and electronic redistribution

3) as system interface designer making use of experience with how library users resguast, u
process information

Hawthorn's(1997) 'Redundancy model' versus 'Masters of the Universe model'.
Abbas(1997)- roles for future librarians:

1) gateways to the future and past

2) teachers

3) knowledge managers/workers

4) organisers of networked msces

5) advocates for info policy development

6) community partners

7) 'sifters’ of info resources

8) collaborators with technology resource providers

9) technicians

10) individual info consultants

526. Sloan, B. and Stoerger, S. Library supportdistance learning. 2002.
Keywords: ereference/ bibliography/ library instruction
Abstract: An informational resource for librarians interested in the many issues of library support
for distance learners. Includes a section with selected resourcesuah ndference services.

527. Smith, B. Enhancing reference services through technology. Legal Reference Services Quarterly. 2001;
19(1/2):133146.
Keywords: ereference/ delivery technology/ implementation / evaluation
Abstract: Explores the use ofnedil, chat and videoconferencing software for reference
purposes. The benefits and drawbacks of each are discussed. A discussion of how technology
has changed the way librarians find answers to reference questions is followed by a review of the
tools neededor a wellequipped reference desk.
Electronic reference considerations:-
(1) Cost-benefit analysis - assess the potential use of the service against the time, expertise and
cost required to create and maintain it.
(2) Usage guidelines
(3) Reference tools - in order to enable the librarian to make full use of the technologies
(hardware, software and equipment)
(4) Staff and patron training in the use of applicable technology
(5) Promotion
(6) Evaluation methods
Conclusion librarians need to stay abréa$ new technology and in so doing, consider how the
innovations might be applied to providing new and better reference services.

528. Smith, J. Collaborating with our users: examples from the Excelsior College Virtual Library. Lankes, R.
D.; McClure, C R.; Gross, M., and Pomerantz, J., Eds. Implementing digital reference services:
setting standards and making it real. London: Facet Publishing; 2003; pp2113
Keywords: ereference/ distance learning/ academic libraries/ USA/ user needs
Notes: Drawrfrom the Third Annual Virtual Reference Desk Conferencel3November
2001, Orlando, Florida.

Abstract: Discusses the digital reference services of Excelsior College Virtual Library, a
partnership between the Sheridan Libraries at Johns Hopkins UnhamsitExcelsior College.

The service is aimed at ndraditional adult learners across the globe. It discusses some specific
needs of the adult learner, and the implications for digital reference services. It explains how
dealing with distance adult le®ers in a virtual environment requires a shift to a more proactive
and personalised model for reference services.

ECVL service based on characteristics of students.

Users needs: characteristics of distance adult learners - need for strong level of emotiah

support (long time since in education, multiple life responsibilities, information overload, limited
information seeking skills, ,technostress"”
life experience (need to directly connect with what theybeing taught, personalise learning

and want to closely relate to their subject matter).

ECVL model - 3 main aspects: (1) Creation of a climate of respeateful choice of language,
listening to students and prompt responses (2) Development acd@npésed serviceassisting

and
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students without computers, passing along additional information to students and instructing
students by-enail (3) Attempts to actively connect with studentsontinuously ask for

feedback, participation in online chat seas and newsletters viamaail.

Implications (1) Need to spend more time explaining (2) Need to acknowledge their experience
(3) Need to provide a safe place for students to ask questions (4) Need to provide transferable
skills for continuous learning.

529. Smith, K. Delivering reference services to users outside the library. 1999 & beyond: partnerships and
paradigms. Conference and exhibition of the Reference and Information Service Section of the
Australian Library and Information Association; Sydnej999.

Keywords: ereference/ academic libraries/ Australia/ delivery technology/ staffing
Abstract: Addresses the issues and practicalities that are involved for libraries that want to
provide a "point of need" reference service to users outside theylib the Charles Sturt
University, the largest supplier of distance education in Australia. Use NetMeeting.
Technology issuesbandwidth and user access to technology on their computers.
Staffing/management issues - impact of extra work with no addedsources; forces rethink of
tasks and role; potential for librarians to work from home; potential to use librarians at all
campuses.

530. Smith, R. M.; Race, S. F., and Ault, M. Virtual desk: real reference. Journal of Library Administration.
2001; 32(1/2):371382.
Keywords: ereference/ academic libraries/ distance learning/ USibseurces
Abstract: Addresses thissues involved in establishing a statewide system of library support
for distance learners and the ongoing challenges to be met. Issudade: 1) Selection of and
access to electronic resources
2) Improvements to ILL services 3) Intiorary cooperative agreements 4) Providing and
promoting reference services for students and faculty of multiple institutions. Discusses the
University ofFlorida's Reference and Referral Centre service.

531. Sonnenwald, D. H.; Marchionini, G.; Wildemuth, B. M.; Dempsey, B. J.; Viles, C. L.; Tibbo, H. R., and
Smith, J. B. Collaboration services in a participatory digital library: an emerging design.
Procedings of Third International Conference on Conception of Library and Information
Science; 1999.
Keywords: ereference/ USA/ academic libraries/ collaboration
Abstract: Presents a project at the University of North Carolina that will provide and extend
library services through the development of a shariamorkspace where people can
collaborate with others or work independently to explore information resources, learn, and solve
their information problems.

532. SOPAG Task Force on Digital Referencexpinding reference services for the University of California:
a White Paper on the relevance of digital reference service to the UC Libraries. 2001.
Keywords: ereference/ academic libraries/ USA/ implementation/ staffing/ delivery technology/
evaluation
Abstract: A report that examines general issues surrounding digital reference, surveys relevant
technological trends and makes recommendations based on the task force's findings. Includes a
checkilist of features of 4 DR systems used in ARL librariespaieAdix B.

Basic elements of DR service in academic library settings:

1) Values- any consideration of new models of ref service must begin with the touchstones of
traditional ref values e.g. respect for all users

2) Policies- need to have a framework wkll-thoughtout policies e.g. in relation to scalability,
centralisation vs decentralisation, training, providing answers to users vs instructing users,
evaluation and assessment, marketing and promotion, distance learning and privacy and
confidentiality.

3) Clientele- priorities? considerations like staffing and licensing restrictions on material come
in to play.

4) Staffing - restructing, tiered service, additonal staff.

5) Technology and scalability

6) Hours

7) Centralisation vs decentralisationne general DR sevice for the entire campus vs specialised
digital services staffed by experts in subjects or formats?
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8) Training- in the use of technology.

9) Providing answers vs instructieimteractive nature aids instruction.

10) Distance learningDR offers the means to offer-gtepth library instruction.

11) Evaluation and assessmentlata gathered can be used to establish hours of service, level of
staffing, determination of audience reached, type of questions asked, effectiveness of marketing.
12) Privacy and confidentialitypolicies

533. Sowards, S. W. Declining that invitation: a response to Jerry Campbell. Reference & User Services
Quarterly. 2001; 40(3):26212.
Keywords: ereference/ USA
Abstract: A response to the article by Campbelo@ discussing the future of reference services
in the digital environment. Reservations about Campbell's 4 assertions outlined. 4 assertions
were: 1) 'The 55% problem' is a key to the online future of reference 2) that demand for library
ref service isn decline 3) that ref staff are 'in denial' about change 4) that sites like Ask Jeeves
suggest valid models for alternative services.

534. Sowers, L. and White, M. D. National Museum of American Art Reference Desk: a usage analysis of a
digital refereme service. Lankes, R. D.; Collins, J. W., and Kasowitz, A. S., Eds. Digital
reference service in the new millennium: planning, management, and evaluation. New York:
NealSchuman Publishers ; 2000; pp. 1633.

Keywords: ereference/ museums/ USA/ evalwetti/ quality standards/ performance indicators
Abstract: Presents partial findings of a myléirt study characterizing the use of the digital
reference service offered by the National Museum of American Art and assessing its
effectiveness in meeting theformation needs of its clients.

Evaluation in terms of effectiveness?2 measures used: 1) satisfaction (met client's expectations)
and 2) usefulness (subsequent use)

Satisfaction in terms of readability of info, thoroughness of response, authorityiofithe

provided and response time.

Usefulness in terms of recommendation to others.

535. Sreenivasulu, V. The role of a digital librarian in the management of digital information systems (DIS).
The Electronic Library. 2000; 18 (1):42D.
Keywords: ereference/ role of librarian
Abstract: Highlights the roles, functions, competencies and skills of a digital librarian. Very
detailed article.
The digital librarian as a 'symbiotic humarachine guru'.

536. StacyBates, K. K. Readyeference resources andmail reference on academic ARL Web sites.
Reference & User Services Quarterly. 2000; 40(1y:81
Keywords: ereference/ academic libraries/ web site design/ USA
Abstract: Examines the design characteristics of reaffyrence and-mail reference pages on
the Web sites of 110 academic libraries in the Association of Research Libraries. Characteristics
examined for each site included the wording of pate titles and links, numbers of steps from the
library's home page to the service pages, organisation sshéimeliness of resources or
responses, and additional means of communication available between patron and librarian.
Recommendations for library reference Web page design:-
(1) Keep service options within 2 clicks of the home pages.
(2) Keep the link wading clear.
(3) Include links to or information about other ways of obtaining reference help.
(4) Be clear about patrons' eligibility for services.
Conclusion: crucial that library sites feature quality reference services and that they are designed
for easy navigation and use by patrons.

537. Stahl, J. 'Have a question? Click here': electronic reference at the National Museum of American Art. Art
Documentation. 1998; 17(1):41P.
Keywords: ereference/ museums/ USA
Abstract: Discusses the establishmefra digital reference service at the National Museum of
American Art.
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538. Stahl, J. R. CDRS at the Smithsonian American Art Museum. n.d.
Keywords: ereference/ museums/ CDRS/ USA

539. Stahl, J. R. and Kresh, D. Online, virtualnail, digital, ral time: the next generation of reference
services. Art Documentation. 2001; 20(1):2®.
Keywords: ereference/ commercial services/ CDRS / Virtual Reference Desk
Abstract: An overview of digital reference developments and initiatives. Includes discabsio
commercial services and collaborative projects.
Challenges of delivery: 1) softwar@one exists that is specifically designed for DR; 2) 24/7
service- user expectation 3) resource sharisharing of ref searches, building a knowledge
base.

540. Staley, L. Email reference: experiences at City University. PNLA Quarterly. 1998; 62(4).
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discusses thergail reference service at the City University Library, Renton, WA.
Theadvantages and disadvantages-ofal ref service are discussed and recommendations
based on 2 yearsrail ref experience are listed.
Recommendations:-
1) Ask for feedback
2) Include info in requests for clarification
3) Use one centratmail box to dscourage students from corresponding with a particular
librarian
4) Include email procedures and limits in advertisements
5) Include a ref questionnaire in any advertisements

541. Stanley, D. and Lyandres, N. The electronic revolution and the evobie@fthe academic reference
librarian. North Carolina Libraries. 1998; 56(3):1004.
Keywords: ereference/ academic libraries/ USA/ library instructiomésources/ delivery
technology
Abstract: Identifies and discusses effective ways of empowernitineasingly independent
users of academic libraries through creative instruction methods and innovative reference
services.
Creative instruction methods:-
1) Cooperative teachingestablishing cooperative alliances with the teaching faculty; getting
information skills incorporated into the curriculum.
2) Electronic teachingselfdirected, seHpaced online tutorials; interactive WWW info literacy
modules; informal drofin sessions on advanced search techniques.
Innovative ref services - examines remetprovision, email ref service, videoconferencing.
Includes a section on organising electronic information.

542. ---. Reference assistance to remote users. The Reference Librarian. 2001; {282243
Keywords: ereference/ academic libraries/ USA/ useeds/ delivery technology
Abstract: Identifies and discusses the particular information needs of remote users of academic
libraries. Discusses how telephone arndail reference, video technology and the Web might be
used in providing reference assista. The pros and cons of each are detailed.
User needs - unrestricted and reliable access to library resources 24/7.
Conclusions:-
(1) Academic libraries should make a commitment to providing equivalent access to information
for both oncampus and remotirary users.
(2) Librarians directly involved with remote users should have excellent communication and
technical skills, be advocates for the needs of remote users and be creative in service
development and delivery.
(3) Different technologies suit dérent patrons either in terms of their access to such services or
their level of comfort in using them.

543. Stearns, S. The Interrehabled virtual public library. Computers in Libraries. 1996; 16(8%54
Keywords: ereference/ Internet Public Liary/ USA/ copyright
Abstract: An overview of some virtual library projects in the U.S. including the Internet Public
Library. Briefly discusses some legislative issues which will impact on virtual libraries e.g. the
Communications Decency Act and the pseed National Information Infrastructure (NII)
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Copyright Protection Act.

544. Stemper, J. A. and Butler, J. T. Developing a model to provide digital reference services. Reference
Services Review. 2001; 29(3):1-138.
Keywords: ereference/ distance leang/ academic libraries/ USA/ implementation
Abstract: Presents an organizational model for providing digital reference services to all users
who access the library remotely at the University of Minnesota Twin Cities library. The model,
known as InfoPointwas developed for distance learners with the aim of providing a single point
of access to over 30 service units. Initial conclusions based on the service's first 2 years of
operation are presented.
Planning process - involved an environmental scan; axamination of other service models;
presentation to service units; formation of a planning committee and reference question tiers
ownership and scenarios.
Conclusions:-
Organisational change issues
(1) Importance of laying a solid organisational fourmtawhen developing new service
especially those prompted by technological opportunity.
(2) Key role played by a planning committee.
(3) The establishment of trust in the system is the ultimate factor in staff's acceptance or
rejection.
(4) A sustained deonstration period for the prototype service allows the organisation sufficient
time to struggle with, refine, adapt to, and accept changes.
Other issues
(1) In a complex organisation, one size does not fit all.
(2) staff positioned centrally, who are al®aking referrals to service units, need to be among
the most knowledgeable staff with respect to system level information.
(3) Data must be acquired to test both hypotheses and prevailing assumptions related to new
service models.
(4) Create value on thmutside and the inside.
(5) Set clear expectations.
(6) Leverage technology to achieve customisation and efficiency.
(7) Serving on the front lines of a digital reference sercie is not for everyone.

545. Steury, T. Encouraging online questioners to qaesheir questions. Virtual Reference Desk 2nd Annual
Digital Reference Conference; Seattle. 2000.
Keywords: ereference/ library instruction
Abstract: Discusses the development of a transparent online tutorial (on the question and answer
Web site Ask . Universe) to encourage questioners to consider their questions more carefully.

546. Stevenson, C. Information skills for distance learners. Library & Information Update. 2003; 2¢®9):48
Keywords: distance learning/ information seeking skills/ UBrdry instruction
Abstract: Discusses how information skills are taught to distance learners at the University of
Sunderland.
Information skills support based on the needs revealed from user feedtmnkng was far
more effective when delivered intianely way and built into the student's course.
Initiatives- (1) An accredited Information Skills half module is available on WebCT, the
university's Virtual Learning Environment (2) Also developing customised units of information
skills training whichcan be embedded into course content.
Conclusion - providing effective services andearning training goes a long way to reaching the
goal of providing an equivalent learning experience for those who are unable to come to libraries
in person.

547. Still, 3. and Campbell, F. Librarian in a box: the use of electronic mail for reference. Reference Services
Review. 1993; 21(1):148.
Keywords: ereference/ academic libraries/ literature review/ USA/ delivery technology
Abstract: A literature review outlinintpe use of amail in US academic libraries e.g. ref
guestions, ILLs, suggestions for items to be purchased, requesting online searches.
Conclusions (having reviewed the literature):
1) Menu systems appear to be the most popular and easy to usedns patr
2) Document delivery is the most common type of request
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3) Staff time committment must be weighed against the potential low use
4) A commuter or geographically disparate setting would seem best suited for such a service

548. Stormont, S. Going whete users are: live digital reference. Information Technology and Libraries.
2001; 20( 3):129.34.
Keywords: ereference/ academic libraries/ USA/ staffing/ delivery technology
Abstract: Describes the development of the live digital reference servic@@tilland
TalkNow) of the Temple University Libraries in Philadelphia, and discusses the process of
creating a new way for users to pose questions. Staffing, digital transactions, promotion, systems
support, software options and funding are explored.
Staffing issues - preferable to provide service away from thgarson reference desk; difficulty
anticipating demand; need for staff to be available at multiple locations; need to create an
environment that provides positive reinforcement to the staff memiier®perate the service;
phase in service gradually to allow staff to become accustomed to the software and new ways of
interacting with patrons; allow staff to 'own' part of the project.
Promotion - duties need to be written into someone's job descniptio
Technical support - need to consider both initial and long term support needs.
Software - in-house versus commercial package? cost benefit analysis needs to be carried out.
Conclusions:-
(1) Need to provide the online help and services patrons expect.
(2) Must find creative ways to reach patrons and make them aware of all the resources available

to them.

549. ---. Here, there and everywhere: live virtual reference. Collection Management. 2001; 28{2):79
Keywords: ereference/ academic libraries/ BiSmplementation/ staffing/ marketing/
evaluation

Abstract: Presents a brief history of the live virtual reference service at the Temple University
Libraries. Very similar to article by same author entitled 'Interactive Reference Rroject
assessment talr two years' but has a primary focus on costs associated with the major areas
identified.

550. ---. Interactive Reference Project: assessment after two years. Virtual Reference Desk 2nd Annual Digital
Reference Conference; Seattle. 2000.
Keywords: ereference/ academic libraries/ USA/ delivery technology/ staffing/ marketing/
evaluation / implementation
Abstract: Presents a brief history of the Temple University Librariestirealreference service
and describes the challenges encountered in lawnelmich maintaining the Interactive Reference
Project. The major issues that emerged include staffing, promotion, technical support and
effectiveness of this mode of service.
Staffing issues:- reattime ref is labouintensive; uneven, unpredictable patdemand;
skeptical librarians; attitude towards technology.
Solutions to increased work load = distributed staffing (librarians at multiple locations share the
guestion load) and/or using referral process.
Promotional methods - articles in the library andomputer services newsletters; promoting the
service to supervisers of all the campus computer labs as well as all the staff in the main and
branch libraries; multiple links to TalkNow on the libraries Web pages.
Technical support - recommend hiring a fitime programmer or having access to a
programmer on an as needed basis. Can also purchase a commercial product that is being
updated and supported.
Service effectivenss - methods: 1) link on the TalkNow page which allows students to submit
comments 2)tathe conclusion of the TalkNow transaction, the librarian will ask the user to rate
his/her satisfaction level 3) followp questionnaires.
Recommendations for those implementing and managing real-time ref:-
1) Vital to have the support of executive masagnt
2) Provide positive reinforcement to the staff members who operate the service and deal with
problems as soon as they occur
3) Give staff discretion to develop their own style and to use their own judgement in answering
guestions
4) Phase the servidée gradually
5) Allow staff to 'own' part of the project.
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551. Straiton, T. H. Information services in the year 2000 and beyond. The Reference Librarian. 1999; (65):3
14.
Keywords: ereference/ gesources/ staffing
Abstract: Considers the problems aitdllenges faced by libraries' reference services in
adopting and incorporating new technology.
Challenges: 1) staffing levels 2) staff developmearthnostress 3) High demands of users for
access and assistance 4) lack of standardisation of searettimigues and the formatting of
displayed information (training need) 5) librarians inability or lack of desire in accepting new
technology 6) changing nature of type and quality of questions 7) increased demand for library
instruction

552. Straw, J. EFrom magicians to teachers: the development of electronic reference in librarie20D830
The Reference Librarian. 2001; (74)12.
Keywords: ereference/ gesources
Abstract: Takes a historical look at the development of the electronic environnfibréiiies.
Includes a section examining the impact of the Internet on reference services.

553. ---. Avirtual understanding: the reference interview and question negotiation in the digital age. Reference
& User Services Quarterly. 2000; 39( 4):3319.
Keywords: ereference/ reference interview/ staff training
Abstract: Examines the reference interview in the digital library environment. Compares and
contrasts it with the traditional fage-face interview.
Skills required of librarian:-
1) Familiaritywith the prevaling technology
2) Good listeners
3) Good written communication

554. Strom, L. The emerging virtual reference desk. Mississippi Libraries. 2002; 6673:71
Keywords: ereference/ USA/ evaluation
Abstract: A brief overview of digital refence issues based largely on the literature. Raises 3
concerns: 1) Cost of switch to digital material 2) Reliability of digital information 3) Evaluating
virtual services via session logs, exit interviews, user polls and transaction, role of Customer
Relationship Management.

555. Summers, R. Meeting education information needs through digital reference. Art Documentation. 1998;
17(1):34, 68.
Keywords: ereference/ school libraries/ USA/ expert services/ role of librarian/ delivery
technology
Abstrect: Discusses two-mail based digital reference services for schoolchildren and teachers,
AskERIC and KidsConnect. It outlines the background, community, work flow, type of
guestions received and demand for each service.
Role of librarian - merges tradional ref skills with technical literacy, flexibility and critical
analysis of an infinite collection.

556. Summey, T. P. Techno reference: impact of electronic reference resources on traditional reference
services. The Reference Librarian. 1997; (59:101.
Keywords: ereference/ academic libraries/ USAfasources/ role of librarian/ library
instruction
Abstract: Investigatethe impact of the growth in electronic resources on traditional
academic library reference services and the effects of how lilary customers are served by
librarians.
Impact has taken the form of:
1) Roles of ref librarians have shifted to that of info providers and facilitators.
2) Ref encounters have been compared to the medical concept of triage.
3) Librarians must be abteot only to choose the resources necessary to meet info needs, but also
have the ability to help users with the intricacies of using the various systems.
4) Emphasis on training staff and developing instructional programmes.
5) Librarians must have a degref technical knowledge in order to be able to troubleshoot.
6) Librarians must have interpersonal interaction and communication skills in order to put
patrons at ease with the new technologies.
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7) New emphasis on the teaching role for academic librarians

8) Enhanced need for user training and documentation beyond that provided with the systems.
9) More institutions offering electronic demos with haidiscomponents added to make the
training effective and the provision of electronic classrooms.

10) Increased learning time required by librarians to keep up with the various resources.

11) Unrealistic patron expectations of what can be made available through technology.

12) The creation of new job titles e.g. Electronic Resources librarian.

557. SyracusdJniversity Library. Web Chat Action Team final report and recommendations. 2002.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: A report on the implementation of a pilot chat reference service.

558. Taher, M. Reatime (g/nchronous interactive) reference interview: a select bibliography. Internet
Reference Services Quarterly. 2002; 7(3}435
Keywords: ereference/ reference interview/ bibliography
Abstract: A list of statef-the-art publications in the area of reahe reference interview.

559. Taher, M. The reference interview through asynchronemaiéand synchronous interactive reference:
does it save the time of the interviewee? Internet Reference Services Quarterly. 200234(3):23
Keywords: ereference/ refence interview
Abstract: Analyzes the Welbased reference interview and raises the question 'Does it save the
time of the interviewee?' This question is analyzed in the context of Ranganathan's Five Laws of
Library Science. Provides examples of iale and nonrreal time ref interview tools.
Conclusion - no response to the main question as major gap in the literature. Author
recommends a holistic evaluation of both synchronous and asynchronous ref services to assess
the convergence between interviewed anterviewee.

560. Tarlton, M. and Antonelli, M. Real time virtual reference at the University of North Texas. CCUMC
2000 Annual Conference; Denton, Texas. 2000.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Discussede chatbased Online Reference Help Desk at the University of North Texas
Libraries.

561. Taylor, D. and Porter, G. S. The problem patron and the academic library web site as virtual reference
desk. The Reference Librarian. 2002; (75/76):183.
Keywords: ereference/ academic libraries/ USA/ delivery technology
Abstract: Examines the challenges of dealing with '‘problem patron' phenomena in a virtual
environment. Lists a number of advantages associated with providing ref service in a virtual
milieu.
Problems with e-mail: SPAM; patrons with mental or emotional problems; ease of accelerating
and escalating difficult situations and fact it is an extraordinarily poor communications medium
for deciphering information needs.
Advantages: 1) Better pacing o$taff 2) Calmer opportunity to determine how extensively to
respond to query 3) More opportunities for better quality control 4) Greater opportunities for
thorough and in depth responses 5) Greater potential for wordsmithing and vetting responses 6)
Use ofhypertext links can enhance answers 7) Emotional detachment

562. Taylor, M. A digital reference library emerges at Stanton Library. Australasian Public Libraries and
Information Sources. 2001; 14(9):900.
Keywords: ereference/ public libraries/ Austia
Abstract: Discusses the development of a public digital reference library at Stanton Library, the
public library of North Sydney Council.

563. Tennant, R. Of human and humane assistance. Library Journal. 1999; 124(11):30,34.
Keywords: ereferencédelivery technology
Abstract: Discusses some pioneering projects offeringi, chat and video conferencing
services.

564. Tenopir, C. Electronic reference and reference librarians: a look through the 1990s. Reference Services
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Review. 1999; 27(3272-279.

Keywords: ereference/ academic libraries/ North America/ library instruction

Abstract: A summary of the author's three surveys of electronic reference in North American
academic libraries, in 19992, 199495 and 199-08.

565. ---. The impacbf digital reference on librarians and library users. Online. 1998; 22(6):84
Keywords: ereference/ academic libraries/ North America/ library instruction/ role of librarian/
staff attitudes
Abstract: Discusses the results of a survey of librarians @®mcademic research libraries.
Issues examined were attitudes, instruction, and workload and the workplace environment. This
is exactly the same article as the one authored by Tenopir and Ennis (1998) with the same title.

566. Tenopir, C. Integratinglectronic reference. Library Journal. 1995; 118489
Keywords: ereference/ academic libraries/ North America
Abstract: A brief summary of the results of Tenopir's 1991 and 1994 surveys of North American
academic libraries. Addressess-®OM databasewailability; intermediary online searching;
end user online searching; OPAC availability; access to the Internet for patrons; user
expectations; user instruction and integrated reference.

567. Tenopir, C. Plagued by our own successes. Library Jou9@8; 1.23:3940.
Keywords: ereference/ academic libraries/ North America/ staff attitudes/ library instruction
Abstract: Discusses some of the results of the author's third survey of electronic reference
services in North American academic libraries. Addes: 1) Changes in instruction 2) Impacts
of technology 3) Rising expectations 4) Technostress
Changes in instruction:-
i. Been an increase in instruction with more librarians assuming the role of teacher/trainer.
ii. Library instruction focuses on se&hrstrategies including the ins and outs of particular systems
or search engines and technical details.
Impact of technology:-
i. Digital services have presented a tremendous staff training challenge.
ii. Librarians required to know a lot about how dfilies are organised and to have knowledge of
technical matters.
iii. Expansion of sources.
Rising expectations:-
i. Heightened expectations of what can be found online.
ii. Heightened expectations of what services are/should be available to help user.

568. ---. Reference use statistics. Library Journal. 1998; 123(8):32
Keywords: ereference/ academic libraries/ North Americaesources/ library instruction
Abstract: Presents the results of a survey of reference librarians at 44 university librisioeth
America. The survey investigated the use of electronic reference sources and how the reference
librarian's work had changed in recent years.
Library instruction - teaching good web searching skills occupies a big chunk of a ref
librarian's instrational time. Variety of instructional methods usexhsite Internet instruction,
point-of-use instruction for individuals, group classes on Internet instruction and printed guides
to the Internet.

569. ---. Virtual reference services in a real woilibrary Journal. 2001; 126(12):38,40.
Keywords: ereference/ academic libraries/ North America
Abstract: Discusses the results of a survey of academic member libraries of the Association of
Research Libraries that investigated changes in reference savarebe last three years and
how electronic resources have impacted them.

570. Tenopir, C. and Ennis, L. A decade of digital reference: 24¥11. Reference & User Services
Quarterly. 2002; 41(3):26273.
Keywords: ereference/ academic libraries/ itto America
Abstract: Discusses the results of four surveys conducted over a decade (1991, 1995, 1997 and
2000) that provide insights into changes that have occurred in academic library reference
services due to new technologies. The surveys were of azadembers of the Association of
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Research Libraries.

Digital sources have brought about changes in the physical environment of the ref room, in the
type and range of resources available and in the attitudes and expectations of ref librarians and
patrons. The Web is changing what resources are searched, how results are distributed, how
instruction is delivered, and relations with faculty.

571. ---. The digital reference world of academic libraries. Online. 1998; 22(-24122
Keywords: ereference/ academlibraries/ North America
Abstract: A summary of Tenopir's three surveys of electronic reference services in academic
libraries in USA and Canada, in 1991, 1994 and 1997. See separate articles.

572. ---. The impact of digital reference on librariamsldibrary users. Online. 1998; 22(6):88.
Keywords: ereference/ academic libraries/ North America/ library instruction/ role of librarian/
staff attitudes
Abstract: Presents the results of a survey of librarians in 68 North American academic research
libraries focusing on the three main areas of attitudes, instruction, and workload and the
workplace environment in response to the rapid and widespread adoption of electronic media
during the last decades.
Changes in attitudes
(1) Heightened expectatiofrdm students and to a lesser degree, from faculty
(2) Increased job satisfaction among ref librarians as a result of the proliferation of electronic ref
sources
(3) Feelings of being overwhelmed by all the constant changes
Changes in instruction
(1) Increased demand for more intense instruction
(2) Heightened user expectations point to the need for refocusing on instruction by library staff
must include critical examination of the accuracy and reliability of Web content, search strategies
for Boolean Igic and relevance ranking systems and the ability to deal effectively with a variety
of interfaces and systems.
(3) Need for basic computer instruction
(4) Need to instruct at many different levels
(5) Additional instructional challenges brought by reneteess
Changes in workload and workplace
(1) Increased workload
(2) More paraprofessionals providing reference service
(3) Longer reference interviews
(4) More challenging questions
(5) Keeping up with technological advances pressures
(6) Changing role fathe reference librarianlT skills/troubleshooting

573. Tenopir, C. and Ennis, L. A. Reference services in the new millennium. Online. 2001; 28@.):40
Keywords: ereference/ academic libraries/ North America/ role of librarian
Abstract: Traces decade of change (from 1991 to 2001) in university reference services.
Addresses issues such as the range of electronic optiomge from CDROMSs to Web
resources; the demphasis on mediated services ; online services fousexd; free Web or fee
Webissue; fewer questiongnore time; the changing nature of questionsre technical;
computer literacy versus information literacy; the role of the reference librarian and changes in a
new millennium.

574. Tenopir, C. and Neufang, R. Electronic refere options: how they stack up in research libraries. Online.
1992; 16(2):2228.
Keywords: ereference/ academic libraries/ North America
Abstract: Results of a 1991 survey efeference in ARL libraries in North America.

575. Tenopir, C. and Neufan&. Electronic reference options: tracking the changes. Online. 1995; 19(4):67
73.
Keywords: ereference/ academic libraries/ North America/ library instruction
Abstract: Reports the results of a 1994 survey of the academic library members of the
Association of Research Libraries which aimed to discover what types of electronic reference
services they offered and how these services affected reference librarians' jobs and user and staff
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training. This survey is a followp of a survey conducted in 1991.
This article is similar in content to others written by Tenopir.

576. ---. The impact of electronic reference on reference librarians. Online. 1992; 16§8)581,60.
Keywords: ereference/ academic libraries/ North America/ staff attitudes/ libraryiotiin
Abstract: The results of idepth interviews with librarians from academic libraries in Canada
and the US. These interviews aimed at finding out how changes identified in Tenopir's 1991
survey of academic libraries were impacting on librariansralins impressions were divided
into 3 main areas: 1) Work environment 2) Formal instruction of users 3) The fundamental
nature of ref work
Work environment - increased business at the ref desk; more learning time for librarians; more
time spent on manuétchnical tasks and changed physical environment.
Library instruction - increasing time spent on online instruction; librarians' instruction had
improved; instruction is much more individualised; content of instruction based on teaching users
how to struture searches.
Changing nature of ref work - increased user demands and expectations; increased need for full
text; revitalisation of ref work.

577. Thomsen, E. Reference and collection development on the Internet. New YorSdthemhan; 1996.
Notes: Hav-To-Do-It Manuals for Librarians Number 66
Abstract: Purpose: to give reference and collection development librarians a sense of the Internet
as a community of individuals and organizations who share information through online
conversations and online msces. Chapters: 1) The librarian as part of the Internet
Community 2) Tools of the trade 3)r&ail groups 4) USENET newsgroups 5) Meet the
Rabberatti: rec.arts.books 6) Just the FAQs 7) Gopher and the World Wide Web 8) Library
catalogs, databaseand electronic books on the Internet.

578. Thornton, A. Licensed to teach. Ensor, P., Ed. The cybrarian's manual. Chicago: American Library
Association; 2000; pp. 26815.
Keywords: ereference/ information seeking skills/ library instruction/ infotiowa literacy
Abstract: Advice on providing a successful Internet training programme, including an
introduction to basic computer skills and information literacy capabilities. Addresses the
following areas: 1) Assessing users needs 2) Designing Intesiméhg) techniques 3) Training
trainers 4) Designating a place for training 5) Promoting your programme 6) Evaluating your
programme

579. Tibbo, H. R. Interviewing techniques for remote reference: electronic versus traditional environments.
American Arclivist. 1995; 58(3):294810.
Keywords: ereference/ reference interview/ archives/ USA
Abstract: Provides advice on how archivists should conduct a virtual reference interview. As
with faceto-face ref encounters, archivists must set the tone of remageaieinges; clarify the
clients' questions and information needs; deliver the required info and follow up exchanges
making sure the clients have everything they need and that they feel comfortable asking for more
info as the need arises. The author offerggestions as to how these steps can be implemented
via electronic mail and discusses management concerns.
Management concerns:-
1) Keeping the required hardware and software running
2) Establishing and maintaining positive attitudes among the staftliagaelectronic ref
3) Setting policies for handlingmail ref enquiries
4) Developing strategies to deal with the likely increase in usage and the new demands posed by
a networked environment
5) Staff training and preparation

580. Tickle, T. E. Expanthg outreach to a unique user community: the Slavic Reference Service and the
Internet. The Reference Librarian. 1999; (67/68839
Keywords: ereference/ academic libraries/ USA
Abstract: Discusses the impact of the Internet on the Slavic ReferenéeeSerthe University
of lllinois.

581. Tin, K. L. and AlFHawamdeh, S. The changing role of paraprofessionals in the knowledge economy.
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Journal of Information Science. 2002; 28(4):3313.

Keywords: Singapore/ role of librarian/ staff training

Abstract:Discusses the changing roles of paraprofessionals in the knowledge economy and how
that has impacted on traditional library services in the Singapore National Reference Library.
The competencies of paraprofessionals and their perceptions were examined.

Changing role of information professional - an Internediterate user, an IT expert, an
information manager, an information consultant, a knowledge analyst, from searcher to
coach/trainer/counsellor/mentor.

Changing role of paraprofessional - being assignethore and more tasks that were previously
solely the responsibility of professional librarians e.g. cataloguing andiimtary lending.
Competencies - generic and highly specific search skills; command of the search language;
mastering the various searinterfaces; use of appropriate vocabulary and keywords;
sophisticated interpersonal communication skills; ability to filter and evaluate resources.

582. Tinnin, N.; Buckstead, J., and Richardson, K. Remote reference by microcomputer: setup aatianstall
Proceedings of the 8th G8ampus Library Services Conference; Providence, RI. 1998: 299
312.
Keywords: ereference/ academic libraries/ USA/ distance learning/ delivery technology
Abstract: Discusses a system at Austin Community College thahasgsrked microcomputers
for reattime, remote reference work. This is atestl project designed to evaluate different
approaches to redilme communication between the remote distance learner and the reference
librarian.

583. Tobhin, C. M. The futuref reference: an introduction. Reference Services Review. 2003; 31(1):9
Keywords: reference services
Abstract: An introduction to five white papers (and the responses to these papers) on the future of
reference services presented at a Reference ardSdsvices Association (RUSA) programme
at the 2002 ALA Annual Meeting.
Papers are posted on the RUSA Web site in a special RUSA forums section on
www.ala.org/rusa/forums/index.htrahd published in Reference Services Review.
General theme running through all the papers was that the demand for ready reference would
continue to decrease as patrons were able to
but that skills of the reference staff will be needed for more complex tasks.

584. ---. Future ofreference: the view from a professional association. Virtual Reference Desk Conference
2002; Chicago. 2002.
Keywords: ereference/ USA
Abstract: Discusses the future of reference, including electronic reference, from the point of view
of the Reference @hUser Services Association of the American Library Association. Includes a
discussion of the potential roles of the professional association e.g. development of guidelines
and standards.

585. Tomaiuolo, N. G. Aska and you may receive: commercial ses\vin the Web. Searcher. 2000; 8(5):56
62.
Keywords: ereference/ commercial services/ USA
Abstract: Discusses commercial AskA services in the USA.

586. Tomaiuolo, N. G. and Packer, J. G. "Aska" do's don'ts, andtbiswessons learned in a library.
Searcher. 2000; 8(3):32
Keywords: ereference/ USA/ public libraries/ academic libraries/ implementation/ expert
services
Abstract: Discusses the results of a poll of librarians' impressions of their own (or other) Ask a
Librarian services. States thaettiesign for the Aska page is so crucial to the project's success,
information professionals interested in developing such services must address several issues:
(1) Minimal information and the invisible patremecommends that the AskA page and request
form stated the parameters concerning the types of requests the site can accommodate.
(2) Who may use the service? Need to specify a primary clientele versus unrestricted access?
Suggests techniques for limiting users.
(3) Policy considerationsrelatingto operation and management of service.

10¢



587. Tomer, C. MIME and electronic reference services. The Reference Librarian. 1994; (41823347
Keywords: ereference/ literature review/ delivery technology
Abstract: A literature review focusing on the ude-mail as a basis for reference services. In
addition it considers the more sophisticated capabilities of mail systems operating in compliance
with the Multipurpose Internet Mail Extensions (MIME) and how systems supporting the
interchange of complexsg-called 'multimedia’ documents may be expected to affect the use of
electronic mail for library and info services.
Uses of e-mail: communicating with colleagues; service requests from users via the OPAC;
document delivery service; technical assistatides.

588. Train, M. B. QandAcafe: real time virtual referenceNixon, C. and Burmood, J., Eds. Internet Librarian
2001: collected presentations; Pasadena, CA. Medford, NJ: Information Today, Inc.; 2001: 251
253.
Keywords: ereference/ public libraries/ A/ collaboration
Abstract: Discusses, the QandAcafe, a collaborative virtual reference service in Californian
public libraries.

589. Truelson, J. A. Creating successfuinail/chat documentation: the process flow diagram approach.
Virtual Reference Des€onference 2002; Chicago. 2002.
Keywords: ereference/ academic libraries/ USA
Abstract: Discusses the creation of documentation for the University of Southern California’'s
Ask-A-Librarian Ereference services using the Process Flow Documentation abpaoac
software documentation method. Service roles, service conditions, service steps and service
outcomes are the primary components of this method.

590. Trump, J. F. and Tuttle, I. P. Here, there and everywhere: reference at thefpwet. Journadf
Academic Librarianship. 2001; 27(6):4846.
Keywords: ereference/ academic libraries/ USA/ service guidelines/ staff training/ evaluation
Abstract: Examines digital reference for the altered user culture andgbeiaed service
products. Describes pilot project offering chat reference service at Georgetown University,
Washington DC. Includes brief sections on developing service parameters, staff training and
evaluation.

591. Tunender, H. 3rd Annual Digital Reference Conference. Library Hi Nexsirs. 2002; 19(2):124.
Keywords: ereference/ Virtual Reference Desk
Abstract: A report of the 3rd VRD conference entitled 'Setting Standards and Making it real'.

592. ---. Digital reference: trends, techniques, and changes. Library Hi Tech News12002;
Keywords: ereference/ delivery technology
Abstract: Report on an ACRL sponsored-pomference on digital reference. The three speakers
were Janes, Lankes and Coffman. Coffman gave an evaluative overview of the 3 types of virtual
reference softwar- chat, remote control software and web contact centre software.

593. Tyckoson, D. On the desirableness of personal relations between librarians and readers: the past and
future of reference service. Reference Services Review. 2003; 31(H.12
Keywords: role of librarian
Abstract: A white paper on the future of reference service, presented as part of the RUSA
programme at the ALA Annual Meeting 2002. Bas:¢
establishing personal relations between librariangarda d er s i n popul ar | ibrar
Argues that the future of reference is part of the evolutionary process and that, by understanding
the relationship of reference service to the library and of the library to its community, one can
better understandolw those relationships will evolve in the future.
Library functions (1) Selecting and collecting information (2) Organising information (3)
Serving users
Reference librarian functions (Green, 1876) (1) Reader instruction become very large part of
role (2) Assisting reader with enquiriepoor quality (55% rule) and decreasing quantity (3)
Aiding reader in the selection of good workgrowth of eresources and advent of the Internet,
the reference librarian recommends sources and search stratediiessnevery transaction (4)
Promotional
Functions remain constant whilst libraries have changed. Main difference is the tools used.
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Future - Constantg1) The library will be measured by its service to the community (2)
Reference librarians will perforrhé 4 functions (3) Personal service will be valued
Changeq1) Newer and better tools will be developed (2) The demand for instruction will rise
(3) The demand for factual information will decrease (3) The community will become more
diverse (4) The librasins will become more diverse (5) Librarians will become information
generators rather than merely information conservators.

594. Tyckoson, D. A. What is the best model of reference service? Library Trends. 2001; 56(®6183

595.

596.

597.

598.

599.

600.

Keywords: ereference

Abstract: Discusses how new models of service can enhance or hinder reference provision.
Includes discussion of the components and values of the ref service. Models are: 1) traditional
ref model 2) teachingibrary model 3) tiered ref service model 4) vittuaf service model
Conclusions:

1) For any model to be successful, there is one value that must be emphasised above all others:
knowledge of the community that the library serves.

2) No single model applies to all libraries.

3) Each model should be meast against its ability to support the values on which it is based.

---. What's right with reference. American Libraries. 1999; 30(585.7
Keywords: ereference/ delivery technology
Abstract: Answers Bill Miller's 1984 article 'What's wrong wigelierence...' Includes a section on
e-reference which discusses the use-ofal.

University of Alberta. Virtual reference service pilot projec¢port. 2002.
Keywords: ereference/ academic libraries/ Canada/ staff training/ evaluation
Abstrect: The report of a pilot virtual reference service at the University of Alberta, for the
period between October 2001 and April 2002. Appendix C is an example of a User Feedback
Survey and Appendix E is a summary of information from staff focus groups.

University of California Irvine Libraries Electronic Reference Services Team. Ask a Librarian
guidelines. 2002.
Keywords: ereference/ academic libraries/ service guidelines/ USA/ delivery technology
Abstract: Includes guidelines on shifts, answamstaffiliated users, referrals and
comments/complaints/suggestions. Appendix A provides some guidelines when using chat.

--. Report and recommendations. 1999.
Keywords: ereference/ academic libraries/ service guidelines/ USA/ evaluation
Abstract: The first report of the team charged with introducing an electronic reference service for
the UCI Libraries. It includes guidelines for responding to questions in Appendix 1 and an
example of a user survey in Appendix 5.
Planning & Implementation - gives examples on pg 4 of policies and procedures which were
established in relation to answering questions, archiving, sharing expertise, referral process and
template development.

University of Florida George A. Smathers Librari€hat communiation tips [Web PageR001.
Available at:http://www:.uflib.ufl.edu//hss/ref/rxchat.html
Keywords: ereference/academic libraries/lUSA/delivery technology
Abstract: Some advice on effective ta@fues in conducting chat reference transactions.

University of Guelph. Questions @ your desk?, answers @ your library: virtual reference @ the
University of Guelph [Web Page]. 2003. Available at:
http://www.lib.uoguelph.ca/reference/VRD/index.html
Keywords: ereference/academic libraries/Canada/implementation/evaluation
Abstract: Web pages devoted to the virtual reference service at the University of Guelph in
Canada. Includes &svice model, details of the planning process, and results so far.

Service model - Mandate: to teach researchers the skills to do the research themselves; Point of
need service; Virtual reference team members responsibilities; Privacy and Question & Answer
policies.

Planning process - Information sessions for stakeholders; staff training in LSSI; adjustment to
library systems; promotional measures (examples).
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Results (1) Evaluation via usage statistics, session transcripts, a web survey, a detailed post
survey and informal feedback (2) User questions (examples given) similar to those received at
the ,in library" desks.

Future - Aim: expand user community via liaison with teaching faculty, increasing VR hours
and increasing VR staff.

601. University of Leicester. University Library ELITE Project [Web Page]. 2001. Available at:
http://www.le.ac.uk/li/distance/eliteproject/index.htm
Keywords: ereference/academic libraries/distance naag/UK/delivery technology
Abstract: Provides details of the University of Leicester's Electronic Library, IT and Staff
Education (ELITE) Project, which aimed to establish and develop the I&CT infrastructure and
the skills knowledge base which are reqdifer underpinning the delivery of electronic library
services to distance and other learners. Includes details of a trial chat reference service
(HumanClick), and an annotated list of other (mostly Americar)d@4 reference services.

602. Universityof Waterloo Information Services Management Committee. Virtual reference feasibility study
report. 2002.
Keywords: ereference/ academic libraries/ Canada/ delivery technology/ implementation
Abstract: A report on the feasibility of introducing a viltueference service at the University of
Waterloo in Canada. Addresses a number of questions including: 1) What impact would virtual
ref have on current library services? 2) How would we staff the service? 3) What furniture,
equipment, hardware and softwarould be required and at what cost? 4) Ridaftware
stability, staff and user interest. The report recommends that the service be introduced as soon as
possible using LSSI virtual reference software. Appendix Il provides a checklist of criteria for
software evaluation.

603. Vessberg, V. Digital reference service at Stockholm University Library. Discussion Group on Reference
Work, part of the 65th IFLA General Conference; Bangkok. 1999.
Keywords: ereference/ academic libraries/ Sweden/ delivechinelogy
Abstract: Discusses thergail based Ask a Librarian service at Stockholm University.

604. Viggiano, R. and Ault, M. Online library instruction for online students. Information Technology and
Libraries. 2001; 20(3):13%38.
Keywords: ereferencédistance learning/ academic libraries/ USA/ library instruction/ delivery
technology
Abstract: Describes the provision of library instruction and reference services to students
enrolled in distance learning courses at 73 Flebdsed colleges and unigéies by the Florida
Distance Learning Reference and Referral Center. Explains the use of chat software
(ConferenceRoom Professional Edition).
Potential offered by chat software:-
(1) Many distance learners are already familiar with this type of techyolog
(2) It can be a codtee option for international students.
(3) Offers students with disabilities another option for communicating with staff.
Considerations for chat instruction:-
(1) staffing- need for adequate staff.
(2) Registration to ensure agljuate staffing.
(3) Use of prewritten scripts helpful.
(4) Anticipate technical problems and have a baglplan.
(5) It's an advantage to have software that has collaborative browsing capabilities.
(6) Management of chat sessions important.

605. Viles, A. The virtual reference interview: equivalencies. Discussion Group on Reference Work, part of the
65th IFLA General Conference; Bangkok. 1999.
Keywords: ereference/ reference interview
Abstract: A brief discussion paper on the electronic refereneeviatv providing some
suggestions for virtual equivalencies of rarbal behaviour e.g. Eye conta¢fsk a Librarian’
symbol blinks once when the search screen is first accessed.

606. Vine, R. Software for interactive online reference service. Cylsgp0998; (9).
Keywords: ereference/ delivery technology
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Abstract: Provides some examples of chat (Buddy) and call centre (Balisoft LiveContact)
software.

607. Virtual Reference Desk. AskA service etiquette: do's and dont's of using an AskA serdice.
Keywords: ereference
Abstract: Some general rules for students, teachers and parents using an AskA service.

608. --. AskA services and the Big6 skills information probieaiving approach. n.d.
Keywords: ereference/ Virtual Reference Deskfdrmmation seeking skills
Abstract: VRD guidelines on using the Big6 approach to answering questions and completing
tasks. The 6 steps lead students through the process of identifying, locating and using
information sources to reach a final goal.
Big 6 stgs-
1) Task definition define the information problem and identify the information needed in order
to complete the task.
2) Information seeking strategiebrainstorm all possible sources and select the best sources.
3) Location and accesdocate sotces and find information within sources.
4) Use of informationr examine information in sources and extract relevant information.
5) Synthesis organise information from multiple sources and present the result.
6) Evaluation judge the result (effectiveess) and judge the process (efficiency).

609. --. Facets of quality for digital reference services: Version 4. 2000.
Keywords: ereference/ quality standards
Abstract: Outlines important characteristics and features (i.e. facets of quality) fondpaild
digital reference service for all audiences, including thiE2keducational community. The
facets are divided into 2 main categories: user transaction and service development/management.
Each ‘facet' is presented at 3 different levels: (1) Baseguired for network membership (2)
Current practice state of membership (3) Goabbjective of membership.
User transaction - includes those components that occur during the queatiswering process
i.e. accessibility, prompt turnaround, clear respgpmalicy, interactive and instructive.
Service development/management - involves decisions made in creating and maintaining the
service that affect the overall quality and user satisfaction i.e. authoratative, trained experts,
private, reviewed, provideseess to related information and publicised.

610. --. Interview schedules. 1997.
Keywords: ereference/ USA/ expert services
Abstract: Transcripts of interviews with the primary contacts for the digital reference services
identified by the VRD's ExpePanel as exemplary services (Note: descriptions of the services
have been printed off, but not the transcripts). These services were: How Things Work; Ask
Shamu; MAD Scientist Network; Ask Dr Math and Ask Joan of Art.

611. Virtual Reference Desk. lirgy AskA services with students. n.d.
Keywords: ereference
Abstract: Some FAQs about when, how and why to use AskA services vilithskudents.

612. Wadham, R. Virtual reference. Library Mosaics. 2001; 12(6):20 .
Keywords: ereference/ USA/ Virtual Refence Desk/ CDRS
Abstract: A brief overview of virtual reference.

613. Wang, R. Discovering a defined path: informatgeekingbehaviourof users and online reference
services. Lankes, R. D.; McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Impigrdagital
reference services: setting standards and making it real. London: Facet Publishing; 2003; pp.
159168.

Keywords: ereference/ academic libraries/ user needs/ USA

Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 Novemler
2001, Orlando, Florida.

Abstract: Discusses a survey of 84 community college students that aimed to explore the
relationship between users and the use of online reference services.
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614.

615.

616.

617.

618.

619.

620.

Ward, D. Using virtual reference transcripts for staff trainRRgference Services Review. 2003;
31(1):4656.
Keywords: ereference/ academic libraries/ reference interview/ USA/ staff training
Abstract: Discusses a study at the University of lllinois where graduate student workers at a
university reference desk weasked to analyse transcripts of actual virtual reference transactions
and the reference interviews conducted in them
guidelines (1996). This study sought to increase the students' awareness of reference standards
ard expectations for reference desk behaviour and to help the group come to a consensus about
how the reference interview should be conducted locally in the online graison
environments.
Data from study demonstrates that chat transcripts are a viabtesifor aiding staff training in
reference interview skills.

Ware, S. A. ; Howe, P. S., and Scalese, R. G. Interactive reference at a distance: a corporate model for
academic libraries. The Reference Librarian. 2000; (69/70)17B1
Keywords: ereference/ academic libraries/ distance learning/ delivery technology/ USA
Abstract: Discusses the Telebase Help Desk service as a model of an-mdsetbinteractive
reference service. Telebase is an information gateway service that offebagezbor wdows
based access to a host of popular bibliographic and full text databases.
Conclusion - the role of the university library in the virtual age of higher education will be
determined in large part by the level of interactivity achieved.

Washingon State Library Statewide Virtual Reference Project. Background information. 2003.
Keywords: ereference
Abstract: The information summarized here is intended to provide a picture of customer needs
and expectations that might affect decisions madebogries considering the implementation of
digital reference services. It includes links to policy documents from: the Internet Public Library,
QandANJ (South Jersey), Columbia University, the UK Ask a Librarian service, and New York
Public Library.

Wasik, J. M. AskA services and funding: an overview. 1998.
Keywords: ereference/ expert services
Abstract: Some advice on seeking funding for, and establishing, an AskA service.

Wasik, J. M. Asking the experts: digital reference and the ViRed&rence Desk. IDib Magazine. 2000;
6(5).
Keywords: ereference/ Virtual Reference Desk
Abstract: A very brief introduction to the VRD project.

Wasik, J. M. Building and maintaining digital reference services. Syracuse, NY: ERIC Clearinghouse
on Information and Technology; 1999; ERIC Digest EIRI99-04.
Keywords: ereference/ USA/ service guidelines
Abstract: An overview of the growing digital reference movement and its implications on
sponsoring organizations. Examines current practiceinrdation and maintenance of such
services.
AskA Starter Kit - 6 stages:
1) Informing- preliminary research into the area
2) Planning service policies, procedures and methods must be developed and evaluated to
ensure alignment with overall organisaiéd goals.
3)Training- the development of a comprehensive training plan, including training materials,
activities and tools, is necessary for preparation of an effective staff.
4) Prototyping need to pilottest service in a controlled environment tonitiy and correct
problems.
5) Contributing- once launched, it is important to develop ongoing publicity and resource
development to support the service.
6) Evaluating should be regular.

Wasik, J. M., Compiler. Digital reference resources [WelpeP&2003. Available at:
http://www.vrd.org/pubinfo/proceedings99_bib.shtml
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Keywords: ereference/bibliography
Abstract: A resource list that was also included in 'Digital reference egrvtbe new
millennium' (2000). Updated on 16 April 2003.

621. --. Information for sale: commercial digital reference and AskA services. 2000.
Keywords: ereference/ commercial services
Abstract: An annotated list of commercial services.

622. Wasik J. M. Information professionals chart future of Internet Q&A. Update Semiannual Bulletin. 2001;
21(3).
Keywords: ereference
Abstract: An overview of the VRD Conference 2000. 'Hot topics' included: 1) the problem of
scalability 2) quality criteria 3) elaation methods 4) competition from commercial services 5)
new software technologies

623. Wasik, J. M. A report of libraryelated AskA services. 1998.
Keywords: ereference
Abstract: An annotated list of AskA services (all North American) that bawe sort of library
affiliation.

624. Wasik, J. M. and Lankes, R. D. The virtual reference desk: supporting education through a network of
human expertise. Proceedings of the Internet Librarian Conference; San Diego, CA. Medford,
NJ: Information TodayNJ; 1999: 19802.
Keywords: ereference/ school libraries/ USA/ Virtual Reference Desk
Abstract: Discusses AskA services for thelK community.

625. Wasman, W. Ask Dr. Dino, or, my life as an electronic reptile. American Libraries. 1993; 24(2p322
Keywords: ereference/ USA
Abstract: Discusses 'Dr. Dino', a natural histongference service provided as part of the
Cleveland FredNet electronic community.

626. Watstein, S. B. Scenario planning for the future of reference: five white papérthpdsture and raise
the bar for us all. Reference Services Review. 2003; 31(BB36
Keywords: reference services
Abstract: A response to the five white papers on the future of reference presented as part of the
RUSA programme at the 2002 ALA Annualeigting.
Author suggests (1) the challenge of looking beyond our current models of reality and
considering a future that is radically different merits the attention of all those concerned with the
overall public service mission of our organisations (2) el we respond to the challenge will
ultimately guarantee our future.

627. Webb, K. M. and Barr, B. Implementing virtual reference for OhioLINK: 79 peas in a pod. Lankes, R. D.;
McClure, C. R.; Gross, M., and Pomerantz, J., Eds. Implementing digi@a¢nek services:
setting standards and making it real. London: Facet Publishing; 2003; pp3423
Keywords: ereference/ academic libraries/ USA
Notes: Drawn from the Third Annual Virtual Reference Desk Conferene&3 November
2001, Orlando, Florida.
Abstract: Discusses the implementation of virtual reference services for the OhioLINK
consortium of 79 academic libraries.

628. Weissman, S. Considering a launch? Library Journal. 2001; 126(2):49.
Keywords: ereference/ implementation
Abstract: Outlined 2 factors that libraries should consider when planning to implement an
electronic reference service. These-are:
1) Who are you doing this for?
2) How does it fit in to your work?
3) What's your policy? Use existing ref policy and review the licensesdotronic products.
4) Which staffers will do it? Choose the enthusiastic.
5) How do you train staffers? Peer coaching is very good.
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629.

630.

631.

632.

633.

634.

635.

6) Do you archive Q&As for the public? NB privacy issues.

7) How are replies signed?

8) What's your turnaround time?

9) Will you use autoresponders to acknowledge receipt of a question? NB these are rarely
successful.

10) Will you go outside your own service to other sources/experts online to answer your patron's
guestion or just direct him/her that way?

11) Will you build an FAQ file/page? Important for higlolume or speciality operations.

12) Where do you learn more?

--. E-ref characteristics. 2002.
Keywords: ereference/ public libraries/ USA/ delivery technology
Abstract: Some observations based on 8 yefansference experience in bulletin board, chat and
e-mail formats.

---. Know your audience. Library Journal (NetConnect Supplement). 2001; (Spring 2001):42.
Keywords: ereference/ public libraries/ schools/ USA/ delivery technology
Abstract: Discgses the homework chat service at Morris County Library, Whippany, NJ.
Outlines lessons learnt:
1) Burnout is nothing compared to boredom 2) It's more important for you to learn about your
audience than it is for them to learn about you 3) Remembeintoahout how you will measure
the service before starting it 4) Work from what they use not from what you think they might
want or should have.

---. Shoptalk: anwers to realorld problems. Library Journal NetConnect Supplement. 2000; (January
2000:28.
Keywords: ereference/ implementation
Abstract: Offers advice to libraries about to set up an electronic reference service. Addresses
issues such as keeping on top of demand (restricting publicity); models to follow (VRD);
location of current reseetn (Library of Congress); other library initiatives; staff training.

West, J. Information for sale: my experience with Google Answers. Searcher. 2002; 10(9).
Keywords: ereference/ commercial services/ USA
Abstract: Some thoughts on Google Answarfeebased question answering service introduced
in 2002.

West, K. Managing and staffing a virtual reference service pilot project. Feliciter. 2002; 4832):64
Keywords: ereference/ academic libraries/ Canada/ staffing
Abstract: An overview of @ilot virtual reference service introduced at the University of Alberta
Libraries. Briefly outlines the models (staffing, service and management) used and recommends
this approach for future service pilot projects but not for ongoing services.
Staffing - service provided from staff offices and all staff members who provide ref service were
involved.

Westwood, K. Lights! Camera! Action! American Libraries. 1997; 27(1%83
Keywords: ereference/ delivery technology/ law libraries/ USA
Abstract: Dscusses an interactive TV reference service provided by the Minnesota State Law
Library to inmates at the Moose Lake Correctional Facility. Includes 2 brief sections on North
Carolina State University's and the University of Michigan's experiments wdtaative TV.

White, M. D., Ed. Analyzing electronic question/answer services: framework and evaluations of selected
services. College of Library and Information Services, University of Maryland at College Park;
1999; CLIS Technical Report no. 92.
Keywords: ereference/ USA/ quality standards/ evaluation
Abstract: Develops an analytical framework based on systems analysis for evaluating electronic
guestion/answer services operated by a wide range of type of organizations, including libraries.
Issues addressed for each service-are:
(1) Parameters of servieguestions
(2) Parameters of servieelients
(3) Administration
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(4) Staffing and training

(5) Hardware and software

(6) Ease of use, instructions to client
(7) Responsibility to clients

(8) Query form

(9) Acknowledgement

(10) Question negotiation

(11) Questioranswering process
(12) Response guidelines

(13) Coping with demand

(14) Archiving

(15) Quality control

(16) Evaluation

(17) External recognition

636. White, M. D. Diffusion of arinnovation: digital reference service in Carnegie Foundation master's
(Comprehensive) academic institution libraries. Journal of Academic Librarianship. 2001;
27(3):173187.

Keywords: ereference/ academic libraries/ USA

Abstract: Analyses academic digitaference services in institutions categorized as Master's
(Comprehensive) Universities by the Carnegie Foundation for the Advancement of Teaching.
Focuses on the extent and rate of diffusion, characteristics of libraries, and modifications of the
innovaton during implementation.

637. White, M. D. Digital reference services: framework for analysis and evaluation. Library & Information
Science Research. 2001; 23(3):231.
Keywords: ereference/ USA/ evaluation / service guidelines/ staffing
Abstract: Pesents a framework for analyzing and evaluating digital reference services based on
systems analysis. The framework consists of about 110 questions related to 18 categories in 4
broad areas: mission and purpose; structure and responsibilities toadrenfynctions and
quality control.
1) Purpose of service
i. Mission, objectives, statement of purpose
ii. Parameters of the service: questions
iii. Parameters of the service: clients
2) Structure and responsibilities to the client
i. Administration
ii. Staffing and training
iii. Hardware and software
iv. Ease of use, instructions to the client
v. Responsibilities to the client
3) Core functions
i. Query form
ii. Acknowledgement
iii. Question negotiation
iv. Questiornanswering process
v. Response guidelines
vi. Coping with demand
vii. Archiving
4) Quality control
i. Quality contron
ii. Evaluation
iii. External recognition
A more detailed breakdown of each component can be found in Appendix A pp3@25

638. ---. Questioning behavior on a consumer healéttronic list. Library Quarterly. 2000; 70(3):3634.
Keywords: information need
Abstract: The research reported in this article studies questionning behaviour in information
encounters that occur informally in an electronic environment, a consumtr-teahted
electronic list. A detailed summary of findings is provided on p324
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639. White, M. D.; Abels, E. G., and Kaske, N. Evaluation of chat reference service quality: pilot stLity. D
Magazine. 2003; 9(2).
Keywords: ereference/ academic libraries/ public libraries/ USA/ quality standards
Abstract: Reports on a pilot evaliwet study of chabased reference services in an academic
library and in a public library. The study examined several aspects of these services from the
information seeker"s perspective including the
and tke provision of answers including the sources used. It specifically addresses quality of
output by assessing the accuracy and completeness of answers provided.
Conclusions:-
x Answer accuracy is higher than forlibrary reference service
x Answers ofterconsisted only of referral to one or more web sites; rarely did information
specialists comment on their factors for selecting the site
x Reporting average session length, queuing time, and number of turns per session as
guantitative measures that candoenpared across services and questions. Future study should
also incorporate measures of down time and lag time since these seem to influence judgements of
user satisfaction with the overall encounter.
x Usefulness of and complexity involved in incorpangtdifferent types of questions into an
evaluative study of chat reference service especially in a-typHilibrary study
x A need for a measure that reflects the quality of experience of the chat session and suggests
both positive and negative factohat should be incorporate into that measure

640. Whitlatch, J. B. Evaluating reference services in the electronic age. Library Trends. 2001; 5e¢2Y.207
Keywords: ereference/ evaluation
Abstract: Looks at how traditional research methods (survengstignnaires, observation,
interviews and case studies) can be used effectively when evaluating reference services in the
electronic environment.
Surveys and Questionnaires - issues: technical problems; potential for bias low; low response
rates; questiaable validity; consider comfort level with the Internet survey form.
Observation - information on electronic ref transactions: content analysis of questions, issue of
user privacy; analysis of library Web sites; observational methods are useful for tlesting
effectiveness of different types of answering sources and for determining the difficulty that users
encounter with online ref tools.
Interviews - difficulty reaching users; use of online focus groups (chat technology).
Case Studies - great potentiald improve our understanding of the quality of DR services, of the
effectiveness of DR services and the combination of methods best suited to evaluate them.

641. ---. Reference futures: outsourcing, the Web, or knowledge counseling. ALA Annual Conference
Atlanta. 2002.
Keywords: ereference
Abstract: Provides some visions of the future in reference work within an increasingly electronic
environment. The author discusses ref service provision in light of Total Quality Management
and finds current provish lacking. Recommendations for future actions: 1) substantial
investment in staff training 2) development of effective and continuous feedback methods 3)
librarianship courses must include core courses devoted to marketing skills 4) the ALA must
providemodels that develop effective assessment of library services that can be easily and
effectively administered at a reasonable cost.

642. Whitridge, K. and Jeske, M. PARLREF: digitizing the reference request process. Virtual Reference Desk
2nd Annual Digial Reference Conference; Seattle. 2000.
Keywords: ereference/ parliamentary libraries/ delivery technology/ Canada
Abstract: Discusses PARLREF, the intrabaesed automated inquiry management system used
by Canada's Library of Parliament.

643. Whitwell, S. C. A. Internet Public Library: same metaphors, new service. American Libraries . 1997,
28(2):5659.
Keywords: ereference/ Internet Public Library/ USA/ copyright
Abstract: An overview and discussion of the University of Michigan's Internet Publiariib
Discusses amongts other things, its role alongside that of the local library; selection policy in
relation to the Internet and the impact of the Communications Decency Act and copyright.
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644. Wielhorski, K. Teaching remote users how to use ela@trimformation resources. The PubAccess

Computer Systems Review. 1994; 5(42%.

Keywords: ereference/ information seeking skills/ library instruction/ user needs
Abstract: Examines the categories and characteristics of remote users, trainenpesalhnd
ways that emerging electronic capabilities can be used to enhance traditional bibliographic
instruction methods.

Challenges:-

(1) Develop users' procedural knowledge (hardware and software).

(2) Develop users' conceptual knowledge of how infeionaretrieval works.

(3) Teach effective searching techniques.

(4) Helping remote users to capture and manage information.

Methods of training remote users:-

(1) Self study materials

(2) Individualised instruction

(3) Group instruction

645. Williamson,J. The reality of virtual reference: a view from the edge. Feliciter. 2002; 48(3)111L.0

646. Wilson,

647. Wilson,

Keywords: ereference/ academic libraries/ Canada/ reference interviews/ delivery technology
Abstract: The observations of a librarian participating in the VirtedéfRnce Service Pilot

Project at the University of Alberta Libraries. Observations: 1) similarities between VR and
traditional ref 2) the ability to multitask is essential 3) lack of normal social cues of body
language or facial expression 4) certaintpcols that need to be observed in the chat

environment e.g be clear, brief 5) today's students are entirely comfortable with the informal chat
environment 6) skills of professional librarian stand individual in good stead regardless of the
medium or messge.

M. Understanding the needs of tomorrow's library user: rethinking library services for the new
age. Australasian Public Libraries and Information Services. 2000; 13{):81

Keywords: user needs/ staff training/ performance indicaitmggementation

Abstract: Discusses library services in the electronic age. Proposes that providing facilities and
services simply because they can be is insufficient; must provide the services people want and
need and therefore librarians need to knowtwhase services are. Discussion of Equinox, a
library performance measurement and quality management project with the aim of providing a
standardised performance measure across European libraries for electronic services.

User needs - (1) materials are ailable at all times (2) staff with expertise to advise and train
users in the use of services and new technology

Staff training - need for structured, accredited training in relation to the above.

Promotion - need to continually market new and old sersice

Performance indicators - examples are: number of logins per month; library computer
workstation use and many more. Emphasis is on technology. Author believes need performance
indicators which measure client satisfaction.

Guidelines on introducing any services or facilities:-

(1) The services must fit clients' needs rather than administrators etc. agendas

(2) If you are going to institute a service, make sure you deliver

(3) Services are more than information

M. C. Evolution or entrofyChanging Reference/User Culture and the future of Reference
Librarians. Reference & User Services Quarterly. 2000; 39(43387

Keywords: ereference/ role of librarian

Abstract: Addresses issues relating to the changing functional relationship baieeeference
librarian and the user, based on the observation that the advance of information technology has
altered the values, attitudes and beliefs of library users, and consequently their microculture.
These changes affect user valuations of refises and call for a revised service model that will

offer optimum services appropriate for the Information Age.

Role of librarian - greater emphasis on training users to access and evaluate information sources
and assist them in expressing their informatneeds.

648. ---. Evolution or entropy? The changing reference culture and the future of reference librarians. Lankes,

R. D.; Collins, J. W., and Kasowitz, A. S., Eds. Digital reference service in the new millennium:
planning, management, and evalaatiNew York: NealSchuman Publishers; 2000; pp-%7.
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649.

650.

651.

652.

653.

Keywords: ereference/ role of librarian

Abstract: Addresses issues that relate to the changing functional relationship between the
reference librarian and the user, based on the observation thalvérece of information

technology, particularly the Internet, has altered the values, attitudes, and beliefs of library users,
and, as a consequence, their micotture.

Same article as that by same author entitled 'Evolution or Entropy? Changing Refgésenc

Culture and the Future of Reference Librarians'

Witten, S. Being RAD: reference at a distance in a realthpus institutioMahoney, P. B., Ed. 10th Off
Campus Library Services Conference; Cincinatti, Ohio. Mount Pleasant, Ml: Central Michiga
University; 2002: 423138.

Keywords: ereference/ academic libraries/ USA
Abstract: Discusses the implementation of a pilot collaborative live reference service at the
Maricopa County Community College District libraries in Pheonix, Arizona.

Wolpert, A. Services to remote users: marketing the library's role. Library Trends. 1998; 47(1):21
Keywords: academic libraries/ distance learning/ USA
Abstract: Discusses the marketing challenges presented to academic libraries by distance
learning.

Wohnert, B. The public library's role in the Danish information society: demand for new competencies?
67th IFLA Council and General Conference; Boston, MA. 2001.
Keywords: ereference/ Denmark
Abstract: Discussesmeference developments in Denmark, imtigalar the conclusions of a
conference organised by the Danish Interest Group on Reference Work that discussed the future
for reference work when virtual tools take over.

Young, C. L. and Diaz, K. R. -Eeference: incorporating electronic publioais into reference. Library Hi
Tech. 1999; 17(1):562.
Keywords: ereference/ eesources/ USA/ web site design
Abstract: Describes how librarians are using the Web to create publications for users through
HTML documents that provide access to Web amgmoelectronic resources.
Tools for users:-
Some libraries have built Web sites that anticipate the needs of both their local users as well as
those of any Web surfeMy Library andHelp Yourseltire academic library sites that allow
users to design thesearching to specifically what they are looking for.
Ability to customise a Web page so that the user can have specific resources and information
available every time s/he logs in.

Yuan, H. A brief look at eGain Live, Web contact software foritly@lementation of digital reference
services. LIRT News. 2001; 23(4).
Keywords: ereference/ delivery technology
Abstract: Provides an example of Web contact software, eGain Live, that runs-commerce
platform yet is employed in library digital retarce services. Allows users to browse a Web site
to get instantaneous live assistance from a human librarian through their Web browser via text
chat, escorted (or shared) browsing, online form assistance, telephone callback aongemice
Internet Protoc(VolP).

654. Yue, J. Digitization and outreach in academic libraries. Colorado Libraries. 2000; 26%8):34

Keywords: ereference/ USA
Abstract: A short overview of digital reference services. Addresses the who, what, when, why,
which and how of digal reference.

655. ---. The use of ICQ in providing reéime reference services. Virtual Reference Desk 2nd Annual Digital

Reference Conference; Seattle. 2000.

Keywords: ereference/ academic libraries/ USA/ delivery technology

Abstract: Discusses these of ICQ (chat) software to provide réiahe reference at the
University Libraries of the University of Colarado, Boulder. Issues such as privacy, staffing,
marketing/promotion and technical implementation are briefly discussed.



656. Zick, L. The wak of information mediators: a comparison of librarians and intelligent software agents.

657. Zumalt,

658. Zumalt,

First Monday. 2000; 5(5).

Keywords: ereference/ role of librarian

Abstract: Examines differences and similarities between human and software information
mediators. Th author views a collaborative future and provides examples of such collaboration.
Critical characteristics of the new information professional - 1) guide in the face of an

uncertain future 2) collaborate 3) prioritise and maintain agility and flexillitiie face of

changing goals 4) empower 5) understand the core capabilities of one's organisation, work group
and colleagues.

These suggestions are almost identical to the goals of the development of intelligent software
agents.

Conclusion - librarians ad intelligent software agents must work together to efficiently balance
workloads in the most optimal way for a particular user and in that particular user's specific
context.

J. R. and Pasicznyuk, R. W. The Internet and reference seRéfesence & User Services

Quarterly. 1998; 38(2):165

Keywords: eresources/ USA/ public libraries

Abstract: A study that sought to test the Internet's effectiveness at answering reference questions.
The Internet was judged in relation to depth, accueenxti/durability. The research pointed to 4
implications surrounding the question of the Internet and library practice:

1) The Internet is a worthwhile ref investment

2) Some libraries have much to gain from Internet access

3) The Internet should figure@minently in the ref bag of tools

4) The Internet as a whole is a stable ref medium

J. R. and Smith, R. A. Internet reference service: general sources and trends. Journal of Library
Administration. 2000; 30(3/4 ):33350.

Keywords: ereference/ delivery technology/eesources/ copyright

Abstract: Provides an annotated list of useful sites but also considers: 1) Licensing and copyright
- trend amongst some libraries to employ product managers;tanfelperson charged with
coordinating datbase acquisition and licensing 2) Consortia buildinglps libraries endure the
upward spiral of acquisition costs 3) Emerging technologidst, videoconferencing and voice
recognition technology.
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