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Digital R
eference Services

Electronic Reference Service

Online Reference Service

Web Based Reference Service

Live Reference Service

Virtual Reference Service

Virtual Live Reference Service

Real-time Reference Service

Chat Reference Services

Real-time Chat Reference Services
Interactive Reference

Online Interactive Reference

Live Interactive Reference

Ask-A Librarian
Instant Messaging

Text Messaging

24/7 reference
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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, VoIP 

(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 etc.
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• A single library only to its 
members

• Collaboratively by many 
libraries together.
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• Public access to the Internet 
increased

 
• Meet users at their point of 

need 

NEED

Contd.
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• Expand reference desk hours 
without increasing staff

• Reach the readers where they 
are

Contd.
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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

Contd.
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• Many commercial services like 
banking, ticket booking 
available online so why not 
library services

Contd.
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• If we don’t provide users will 
turn to Internet and get 
information

• Internet Searching too vast 
Contd.



PZ 07-08-2010

• Digital Resources- e-books, e-
journals, databases, blogs, 
portals, websites etc.   



PZ 07-08-2010

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 D R S
• Email
• Web form
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Synchronous D R 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.

                                                                                                                                                        contd.

Contd.
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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 in 
return

                                                                                                                                                                                                                                                               Contd.

Contd.
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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 Contd.
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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 skills, 
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

                                                                             

                                                                                                                                                                                                      

                                                                                                                                                                                                                                                                                                                                         Contd.
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• Knowledge of reference 
sources

• Knowledge of Reference 
Policy

Staff Training
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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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• How to close a question

• How to log out

• Technical details of the 
software.

Software skills
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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

• Question Point
• LSSI
• 24/7
• LivePerson

Free Software
• Meebo
• Trillion
• Rakim
• IM Software like 

MSN, AOL, Yahoo 
Messenger, 
Google Talk

• SNS
General Features
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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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• Ability to refer patrons to other 
librarians (personal queue) 

• Shared/personal bookmarks
• Email transcripts to patrons 

 

Software Features-3
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• Audible alert to librarian when 
new patron arrives

• Audible alert to patron when 
their call is answered
 

Software Features-4
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• Access on Mobile 

• Feedback/Exit Surveys 

• Librarian to Librarian Messages
 
 

Software Features- 5



Question Point demo

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 

http://www.youtube.com/watch?v=Q3lC5IPCWWc&NR=1
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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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Digital reference cannot be regarded as
'extra' or a service that can be delivered 

only when there are enough staff and time

We must think about it  
and plan  for it from Today 

Thanks

parulzaveri2004@yahoo.co.in
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