"Keeping Reference Relevant: Is Virtual Reality ? 

The speakers included Anne Lipow, Susan McGlamery, Tracy Strobel, Virginia Cole, Maureen Morris and Edane Chicanowics. 

1. Why and How to Do Virtual Reference ? (Anne Lipow and S. McGlamery) 

Anne Lipow 

Overview


- Forces driving change; 



- emerging technologies, no keyboard, no mouse, no wires, no box



- location and time of day (or night) is irrelevant


- Impact on libraries 



- your clients have "customer" expectations



- personalized, convenient, uncomplicated to use



- timely, accurate, accessible when they need you



- preferably free, labor-saving



- staffed with personable experts, trustworthy


- How reference services are changing 



- publishers are testing e-books



-ever-smarter search engines



-commercial information & reference services



-inverse relationship between use of the Internet and use of the reference desk



-clients are getting information from Internet resources



-and their questions answered from dot-com reference services



-Is the library still needed? 



-Arguments to stay as we were no longer works


-How librarians are now responding ?



-Learning to love confusion (???)



-Rethinking mission, vocabulary, staff role, jobs



-Reaffirming the value of point-of-need reference service



-librarians are moving their offices out of the library ... and the ref. desk onto the Web... and  everything else onto the Web!



-Different types of libraries merge



-Less Remote, More convenient




-Web resources: FAQs, links of local interest, 




-Real-time reference to distant users


-The Challenge "In your face" Reference service



Service




- Tiered, based on diverse needs




- Proactive: Give them what they didn't know they could ask for




-24x7 : Interactive, immediate



Technology




- Chat and better to come: Voice, CUSeeMe



Staff




-Networked environment


-What does Virtual Reference look like ?



-Demonstration of Webhelp (live, interactive, commercial service)



     Service is pathetic



-Demonstration of a live, interactive library service  (Santa Monica Library 24/7)



    Service is excellent

Susan McGlammery


-The nitty gritty of making virtual a reality



-Why do it



-Why cooperate



-Quality controls



-Management issues



-Staffing



-Working with multi-typed libraries



-Spanning time zones



-Some statistics


-What’s different about VR? A different mindset required




-It’s the library that is remote




-Bring the library to users where they are




-Give them what they don’t know to ask for




-Under some circumstances I’ll dispense questionable information



New skills




-Compensate for lack of visual cues




-Juggle simultaneous tasks 




-Market/Publicize aggressively




-Remember print materials!



New Policies

-Guarantee confidentiality, privacy ?

-Re-define your clientele

-Use of licensed databases

-Length of a transaction



What stays the same




-Core values





Equitable access to information





Lifelong learning





Dignity of the individual





Right to know


Intellectual and academic freedom


Professional ethics

2. Publicize or perish ? (Stacy Strobel) 


How to market and publicize a new virtual reference service. In this case KnowItnow 24/7 a service of the CLEVNET Library Consortium using LSSI software.


CLEVNet consortium was founded in 1982. Includes 31 library systems, serves 1.3 M patrons.


The launched the service using press releases, press conference, radio spots.


They have answered over 22,000 questions since June 2001. 


Obviously a success.

3. Coast to Coast Collaboration: Cornell University and University of Washington’s Shared Chat Reference Pilot” (Maureen Morris and Virginia Cole)


An interesting and original experiment in cooperative virtual reference between Cornell and the University of Washington. Initiated by Cornell in 1992 in order to extend their reference service hours and take advantage of time difference. Offer early morning chat to UW students and evening and late night service to CU students. 


First phase involved cross-training of staff. 


Second phase involved developing consistent approaches and sharing of information between the two staffs.


Two semesters in collaboration, staff feels the experiment t has been successful.


Analysis of chat logs and user transcripts show that most users like the service and consider collaboration successful because they get instantaneous assistance.


Software used : 24/7 chat software (http:://www.247ref.org) which allows: monitor chat queues, transfer chat sessions between libraries, share files, scripts, transcripts and messages, meeting function for cross-training.


Interesting points for Stony Brook chat pilot program: librarians work a 1 hour shift, twice a week. Everyone participates, librarians and paraprofessionals. They use a small room next to the reference desk which is also used for all remote services (e-mail and phone). 

3. Live Chat Reference from a Customer Service Perspective (Edana Chicanowics)

“Sunday night live” in Suffolk libraries with the Virtual Reference Collection; A successful service which serves public libraries. Service will be provided in foreign languages (Spanish, German, Russian). I hope they do not forget French… 

	

	

The Virtual Reference Collection (VRC) is now accessible from different Internet Service Providers (ISP). 





	Arts & Humanities
Biography & Genealogy
Books & Literature
Business & Law
Car Repair
Citation Style Guide
Databases Alphabetically
Directories
Education & Careers
Encyclopedias
	Health & Sciences
Homework
Librarians' Collection
Magazines
Newspapers
Social Sciences/History
Spanish
Statistics
SW Ready Reference 







