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Digital reference or virtual
reference will be used
to mean the provision of
reference assistance via
the Internet.
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A reference query that is sent
to the library over Internet
using email or web forms

provided on library’s website.

Web forms are attached to the

email address of the library.
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A reference query is sent by
readers using instant
messaging or virtual

reference software and
readers have live online
interaction with reference
librarian.
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A reference query is sent
by readers to the
reference librarian using
video conferencing, VolP
(Voice over Internet
Protocol).
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Reaching the readers
where they are by
having presence on
social networking
services like Facebook
or Second Life.
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RUSA(2004)
It is a reference service initiated

electronically, often in real-times,
patron employ computers or other
Internet technology to communicate
with reference staff without being
physically present. Communication
channels used frequently in virtual
reference includes chat, video
conferencing, Voice over IP, co-
browsing, email, messages etez.omzm
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* A single library only to its
members

* Collaboratively by many
libraries together.
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NEED
* Public access to the Internet

Increased

* Meet users at their point of
need
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* Expand reference desk hours
without increasing staff

* Reach the readers where they
are
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* Helpful for physically
challenged, distance learners,
shy readers, young readers,
senior citizens

* Useful in limited library
timings, waiting at reference
desk
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* Many commercial services like
banking, ticket booking
available online so why not
library services
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* If we don’t provide users will
turn to Internet and get
information

* Internet Searching too vast
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* Digital Resources- e-books, e-
journals, databases, blogs,
portals, websites etc.
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Infrastructure
* Technological Requirements

* Asynchronous or Synchronous

Digital Reference Services

* Library Resources
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Technological Requirements

* Good Internet Connectivity
* Web Presence
 Authentication Software

*D R S Software

* Hardware
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Asynchronous DR S

 Emaill
* Web form
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Synchronous DR S

* Chat or Instant Messaging
: Free IM Applications

: Fee-based Application
* VoIP

* Video Conferencing
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Key Issues-1

* Define acceptable behaviour, &
articulate a code of conduct

* Define primary clientele.

* Types of questions the library
will or will not answer.
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Key Issues-2
‘Develop policy for client
misbehaviour

Create and adhere to stated
response time turnaround policy

‘Respond to 100% of questions
that are assigned
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_ Examples
* We will answer factual and

ready-reference questions

* We will not answer questions
asking for medical or legal
advice

* Questions from our primary
clientele are given priority. ...
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* By using this service you agree
not to send any question or
content that is illegal,
harassing, threatening,
harmful, obscene, or otherwise
objectionable.

* We treat our customers with
respect and expect the same |n
return oo
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* We protect the privacy of you
and your question.

* Threats are taken seriously. If
you tell us that you plan to do
something illegal, you can
expect there to be serious
consequences
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If you use abusive language
or deliberately waste librarian
effort in a way that denies
service to others, we will end

the session
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Staff Training
* Software Training

* Multi-tasking

* Clear communication sKkills,
especially in writing
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Staff Training

* Database and online searching
skills

* Interviewing skills

-to compensate for lack of visual
and auditory cues
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Staff Training

* Knowledge of reference
sources

* Knowledge of Reference
Policy
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Communication skills

* How to use short, frequent
messages

* Typing, keyboarding skills
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Communication skills

* Trying to be less formal with
friendly greeting

* Being concise & Using
scripted messages
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Software skills
* how to login

* How to recognize that a
question is coming

* How to answer a question
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Software skills
* How to close a question

* How to log out

* Technical details of the
software.
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* Knowledge of the intended
audience

* What to do if a question
comes from outside that
audience

* What level of service or how
long to spend with each
~patron
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* Document delivery policy

* Privacy policy for patron
question and personal
information of patron

* Knowledge of copyright
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Chat Reference Software

Paid software Free Software
* Meebo

* Question Point * Trillion

e LSS * Rakim
.« 24/7  IM Software like
: MSN, AOL, Yahoo
* LivePerson
Messenger,
Google Talk
* SNS
General Features PZ 07-08-2010

" QuestionPoint r q
Q 24/7 reference services s v IBRARIAN how-




Software Features-1
* Chatting
* Instant Messaging
* Page Pushing
* Co- browsing
* VoIP
* Video Conferencing
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Software Features-2
* Transcripts or Log files
* Scripting Messages

 All Browser based- User
Friendly

* Unlimited number of
operators/librarians

* Shared queue of patrons ...
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Software Features-3

* Ability to refer patrons to other
librarians (personal queue)

* Shared/personal bookmarks

* Email transcripts to patrons
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Software Features-4

* Audible alert to librarian when
new patron arrives

* Audible alert to patron when
their call Is answered
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Software Features-5
* Access on Mobile

* Feedback/Exit Surveys

* Librarian to Librarian Messages
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Question Point
24/7 Reference Cooperative

Project of OCLC and Library of Congress
Standalone or Cooperative model

Basic model as well as advanced features
Knowledge base

Reference policy by each library

In co-operative model member libraries sign
agreement and solve queries on sharing
basis

Training provided <:

Question Point demo



http://www.youtube.com/watch?v=Q3lC5IPCWWc&NR=1

Meebo

* Free software

* Allows to check popular IM
applications through one window

* Easy to operate

* Yahoo, MSN, Google Talk, ICQ, Jabber,
Flixter

* Meebo me widget
* Meebo Room
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Examples
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Research Resources

Florida Library
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text magazines available!
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lorida Memory Project
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Find a Florida Library

Find Library
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Find Library h Hundreds of magazines
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January 7, 2009
10:00 AM - 12:00 PM Introduction to the Computer. St.
George Library Center, Technology Training Center

10:30 AM "Toddler Story Time." 67th Street Branch
10:30 AM "Toddler Story Time." Bloomingdale Branch

Exhibitions | Blogging@MNYPL
Conversation

Debate.
% Performance.

LIVE from the NYPL >

THE LIBRARY SHOP
The Tales of Beedie
the Bard now 2095 off

O Articles & Databases
O Digital Collections
O Webcasts, Audio & video

NYPL for Kids
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Copies & Research
Services

Plan Your Visit

O 00000

News

Ask About the New York Public
Library =
ABC Mews 7 Featuring
Mid-Manhattan's Job Information
Center:=
MY, Public Library puts its
Treasures' online =
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Horme = Ask a Librarian
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> My Library Account Have a question? Contact a Purdue University Libraries staff member, POh L
» Interlibrary Loan (ILL)
» sk a Librarian

» Course Reserves

> Library Hours

» Libraries at Purdue

» Contact Us

Email
Send us a question anytime, You should receive an answer within
1-2 business days,

Ask a Librarian hak
— Chat will be closed December 19th through January 11th, Newss &
. Announcements £
> Emnail
» Chat » Winter break hours

» Mew materials to use
Library of Congress
classification

» Face-to-Face
Face-to-Face

Talk in person with a library staff member at any of the twelve
libraries at Purdue,

» Phone

» Self-Service :
» Archives closes for

» Use Lirnitations move

Full Feed

Phone
Call and talk to a library staff member at any of the twelve
libraries at Purdue.
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Self-Service
Help yourself by using one of our other various support resources,
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MNow Chat live and ask your guestion - we're anline Monday to LibrariesAustralia to find the
Friday, 9.00am to 7.00pm AEST. material you need?
Checked aur guides or
This real-time virtusl reference service is staffed by librarians from electronic resources? =
Alstralia and New Zealand - your chat session will nat necessarily be with Asked your local linrary for
Mational Library staff. help
{eqwaur school, university,
State/Territary library)?
Make areference enguiry Related links:
Enquiries may he sent online or by post. We will make every effort to Reader Serices Policy
respond to your question within one week. However, complex enquiries Service Charter
may take longer. Reading rooms
Private professional
v Mlake an enguiry - lodge a reference engquiry rgls\;aafcﬁgursessmna
v Check an existing enquiry - check the progress of an engui ou have
g.enquiry prog auinyy CopiesDirect
already lodged : ; i
» Make & comment or suggestion about this service Collection defivery serice
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Phone us Infarmation Services
ﬁ — Mational Library of Australia
Canherra, ACT 2600
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[® Temple University Libra... B | | | MassAnswers Introduction P... | ] Massfnswers Introduction P...

7 TEMPLE

= UNIVERSITY LIBRARIES

Temple University Libraries

fo

Reference Services:

Welcormne to Ask a Librarian at Termnple University Libraries!
Learn more about this service,

Instant Message Qur buddy name for AIM and vahoo is AskTULibrary, MSN is asktulib@termple.edu.

AskTULibrary is O online Don't have your IM client on this computer? Use a web-based IM client.

Science Question? IM Science questions? IM the SEAL library: AIM/vahoo at askSEAL or MSM at askSEAL@termple.edu.

asksealL is @ Offline Hours: Man to Fri 1 to 5 pm

Chat andfor browse the web with a librarian during the following hours:

Chat and Browse Together M-Th: 94M - 9FM  Fri: 94M - 6FM

Sat: 10AM - SPM Sun: Moon - 5PM

Ernail Zend your question via email or email one of our subject specialists directly.

call / Tn-Persan Call {215-204-8212) ar visit the libraries during hours of service, vou can also call one of our subject specialists to make an appointment for
a personal meeting.

Answers to frequently asked questions. See also Online Reference Sources

Privacy Statement:
Yirtual Reference Services Privacy Guidelines

WRLplus w3301 - Copyright @ 2008 Altarama Information Systems
WRLplus is a tradermark of Altarama Information Systerns

http:/fremple.cb.docutek comfvriplusfeb_entries_patron.asp?virtual_desk_id=1
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¢ I want to chat with a librarian now. Privacy
. About us
e I want an answer through email.
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e I'm a first-time user, How do I use this service? Ta Join
For Members

PowerPoint Lesson Plan for Teachers

Kentucky Public Library Association 2008 conference presentation [POF]

Check out our television commercials
MNow on YouTubel

Seniors

College students

K-12 students

Parents
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¥ Ask a Librarian: Florida's Virtual Reference Service - Barry University - Mozilla Firefox

Fle Edt View History Bookmarks Tools Help
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UNIVERSITY
|Find out more about Barry University|

We are available via live chat:
Live Chat Service is available Sunday through Thursday from 10 a.m. to Midnight, o .
nd Friday through Saturday fram 10 a.m. to & p.m. Eastem time. Sun. through Thurs. 10 a.m. to Midnight E.5.T., Fri.

and Sat. 10 am. to 5 p.m. EST

Questions are answered in the order received. At
times, we receive an unusually high number of
guestions. We will respond to your question as soon
as possible. Thank you for your patiencel E-mail

assistance is available 24/7.
Ermail a librarian at Barry University for assistance.

To whom am | talking?
Visit the links below for mare infarmation about Barry University:
‘fou are talking to a Florida librarian - a real personl

o nfo @ Phone e Locations Because Ask a Librarian is a statewide service, you

may receive live assistance from a librarian who does
not work at your local library. While all of our
librarians are glad to assist you, they may not have

Ack a Librarian is funded underthe provisions of the Library Services and Technology Act, from the Institute of Museum and Library Services, administered by the Florida Depatment of State, State

Library and Archives of Florida. Ask a Librarian is a service of the Florida Electronic Library.

20022008 2skalibrarian.arg access to your personal library record, which means
they may not be able to tell you if you have overdue

materials or owe fees.

Ask a Librarian is administered by the
Tampa Bay Library Consortium
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%) MassAnswers: Who will answer your question? - Mozilla Firefox
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MassAnswers.org
Home

A Librarian 1z waiting for vour question!

A N Sw E RS = Every Day - All Day - All Night

Your 24/7 Online Librarian ok

Who will answer your question?

i Libraties nationwide have joined the 24/7 Reference collaborative service. Each has contributed a certain amount of time to answering the reference
24!7 Refe[’ence COI |ab0|’at|ve guestions that you bring to the service. At the core are librarians from the Metropolitan Cooperative Library System in California, who serve many of

the hours and take the responsibility to assure that there are librarians scheduled 7 days a week, 24 hours a day.

In Massachusetts, the Boston Public Library and nine regional reference centers have together joined the 2457 Reference service. Each contributes
librarians to answer questions at a specified time.
The Regional Reference Centers contributing service are: Memarial Hall Library, Andover; Bridgewater Public Library, Falmouth Public Library;

Fitchburg Fublic Library, Mew Bedford Free Public Library; Thomas Crane Public Library, Guincy, Springfield Library; Wellesley Free Library,
Waorcester Public Library.

MassAnswers Libraries

i may very well be answered by one of these Massachusetts librarians, or it may be answered by a librarian from California, Florida, Morth Carolina or
YOU[’ Quest|0n, some other community who contributes to the 24/7 serice. [See list of 24/7 communities] Your question will be tagged as originating form one of
the participating Massachusetts libraries, so your librarian will know which catalog and set of databases to use to help get an answer.

Connect Now!

MassAnswers s a cooperative project of Massachusetts Regional Reference Center libraries and other cooperating libraries, who have joined with the nation-wide 24/7 Reference collaborative.

MassAnswers is initially funded by federal grant funds authorized by the Librany Services and Technology Act, administered by the Massachusetts Board of Library Commissioners. WassAnswers s
cootdinated by the Boston Regional Librany Systern, a senice of the Boston Public Librany.
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Subject:

Question:
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