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CONTENTS

Xix

Jessamyvn Wesit

SECTION ONE: THE OLD versus THE NEW

Have(n't) We Been Here Before? Lessons from Telephone
Reference |
M. Kathleen Kern

Telephome reference services huve been present im libraries for over sevenni-five
vears, Ciar reference services are o very recent addition fo (ibraey services, Tele
phione and ol reference share sme charagteristics and the future of chat refer
ence iyt seen through an coaminaticn of the bisuery of wlephone reference.
This article will exomine fsswey of poticy, siaffing, ol techmolugy for elephmic
and char reference.

KEYWORDS. Telephone reference, vinual relerenve, cha reference. library his
oy, ieforence servive, service models

E-Mail Reference as Substitute for Library Receptionist 19
Stesan M. Braxion
Maureen Brunsdale

The atethers explore the hisionca development of e-mail reference servives in gen-
erl, amd report on the evodution of this service in their ovwn [ibrary, Bused on el
dence from thelr own service and from repores in the fiverancre, they propose o
comtiiection betweern e-mul reference service avnd broader Sibrary services imclud-
ing circularion, imterithrary foan, and even aeguisitives, theough which the refer-
enie libravian receives questiony tradiviomally divected elsewhere, The & ref bution
Preseits an wnexpecied avenne of Nhravian e librarion commemication, both
within atend beyond onie's homie fnsiitutivon, heglicarions ave discussed,

KEYWORDS, E-mail reference. referonce services, academic lihraries
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The Internet Public Library as a Teaching Tool for Shockingly
Traditional Reference Skills i3
Abigail Leah Plumb

The Internet Publiv Library i an experimental educational infmmative of the Fni-
wersity of Michigan Sehuval of fufornmarion, The awthor, a Michigan alissene, argues
that the Iriternet Public Library con play a vole in the edication of refervace Hibwar
fcnes. with particular arenrion o the traditional reference skills if fosters. She dis-
itsses her own experience with the IPL and (T, its digital reference ook, ar a

§ library student, positing thai the value of the 1PL lies in the wiay it renders individ-
wal aspecis of the reference provess explicit and firrees s users io examine thesn
piece by piece.

KEYWORDS, Internet Public Library, University of Michigan School of Informa-
tion, digital reference, fibrary school, reference, skills, virtual reference. c-mail

“Contact Us™: Archivists and Remote Users in the Digital Age 43
Katharine A, Salzmann

Arclrive repository weh pages Bave become more sophisticated i the past several
vears, and infennaion about repostiony boldings is often readily avadahle onliie.
Henvever, 1o limg s full archival records are not available clectronically, arechi-
visty will bave o contend with the herease in referenee requesis from rensslc ul
ery. The author surveved one humdred university archives web pages b examing
the currem availability of archival records on the Web and 1 expiore the possible
effectsof this presence on archivists” efforts to provide remede wsers with @oeess fo
repository holdings through “ask an archivie” forms, electrons: mail, and other
ricaedea of conpReC ation,

KEYWORDS, Universiny archives, World Wide Web, electronic reference. vir-
mial reference, archives and archivists. remote Users

Characteristics of E-Mail Reference Services in Sclected

Public Librarics, Victoria, Australia 51
Deoreen Sullivan

Am analvsiz of W guestion and onnwer pairs from the Bavelde Library Ak a Li-
brarian Service foued that 54 perceint of the gueries were recetved from Bavsde
residents, Fortvoweven percent of the e-mail reference qmestions were clusved as
resvureh gueries. Altkowgh onty 25,1 percent of the goertes were submmirted for fise-
il e ation pierposes, all of theve were receareh guestioes, and ool fonger than
ey other categary o anover, fn 2000, only 6 of the 54 goestions siebenitied were
tertiary bevel questions, D it took o median time of 95 minure s to apswe s each one.
The M general imerest category guestivans fook o median e of 47.5 minutey &
answer, which ix almost half the time i jook o ansower @ tertiary level query.
Fibrarians fromm three other pablic ibraries in Victoria offering e-mail referemce
weere taterviewed, amd comypared and cowrrasied with the Mavside Litvrry Service,
Fuxnes oof dispraportionare lobowr, the appearance of the pasaive role of the
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el reference user, and the wisdow of pudidie fibrartes devoting signiffcans re
NrmercRs b Rywer quiesiions for formal educetion were raied.

KEYWORDS, Ask a Libsarian servives, ¢-mail reference, public libranes, refer-
ence services, Ruyside Library Service

SECTION TWO: HOW WE DO IT HERE

Predicting the Success of Commercial AskA Services
in the United States and Abroad 81
Jenny Baum
Kate Lvons

Ihis wrticle diseusses the guality of commere ol and librare-sponsored AskA ser
wiees o wies they ax a prediceion for the siceess of the programs. The anthors
alse explore the filea of the commeditization of imformarion amd ity occeptance
rotex in different counseies, wnd use these i predict the sucvess of commeryiod and
lilwary-sprarrseered AskA services Both in the Clrited Stares and abrooad,

KEYWORDS, AskA, online reference. intemationsl AskA programs, information
brokermge

Wired New Jersey: Q und A NJ 921
Carol Van Houten

Q and A NJ is New Jersev's viemal refereice service. Available 24 howes a day,
wrven days @ week, und free o all New Jersey vesidents, the service provides anline
reference avsistance it real tme from Bhrarians aeress the stioe, Nen: Jersey way
e first state in the coumtey fo offer suck service, This aericle Toeks gl e Bissery of
the servive, what it's like 1o be o virtwal Libeariun, and presents o brief survey of the
librarians participating in O and A N,

KEYWORDS. Vinual reference, clectmonie information resource searching, infor
nusdion services, librarkes., computer soflwane

Library LAWLINE: Collaborative Virtual Reference
in a Special Library Consortium 101
Seort Marheson

This article details the plaming, deigrn, ol fmplesentation of o collabreive
virtual reference pregect wndertaken by a groasgr eif ke Bhraries. Service design,
sehwdling, and seftwere selection are addressed. Owoomes and charges te the
servive ifter its flest vear are outlined, and vecommendalions are mude (o thoe
coamsidering implementing similar yerdves,

KEYWORDS. Virual reference. online services, reforence instrection. ecomputer
mesliantesd wstrucion, communication sysiems
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Planning for Multilingual Chat Reference Service
in a4 Suburban Public Library System 115
Edana McCaffery Cichanowicz
Nan Chen

Recent immigrames are setling not only i wrban centers, bt are dispersing
throughaowt the suburban londecape, For mary of these new immigranes, the local
puihiic litwary can provide a vital eonnection to the Amertcan Dream, if onfy Fi-
brarians can effectively regeh them. This article discusses the plamning for mln-
fimgual chat reference service (ourrently English, Sponish, and Chinese | ang some
afthe ixsues and challenges thar librarions face in a suburban public tibrary fs-
e,

KEYWORDS. Live librarian, multlingual chat, public ibrany, Spamsh. Chinese.
lmrnigrams, muolticulmoral reference service

SECTION THREE: A FEW THINGS TO THINK ABOUT

The Social Life of Digital Reference: What the Technology
Aftords 127
Mita Sen-Roy

Ligital reference service falso known as virtual reference ] has become a conten-
tiemex teapie i the Bilrary Titeeotiere, ax come crities feel that it threatens reference
service miore than it enfances i, Tlreagh pthic paper it it egped thet the diebate o
be refucused after a careful auesyment of what exacily digiial reference techmol-
gy can wiford and whay soclal impact such affordunces could bring. The sugges-
tican will be mode that dipital reference should be empleved s a means 1o provide
reference service ax long ax the service iv devigned fo play io the strengihs of the
techmdogy, Ay sech, of is recommended that fibraries parsue dignial reference ser-
vire that ix local, professomal, amd with pravoey constrains,

KEYWORDS. Dagital reference. virtsal reference. refenence service, alfordance

The Case for Non-Intrusive Research: A Viriual Reference
Librarian’s Perspective 139
Bruce Jensen

Electromic referemnce facilitates analyses nor possible in face-to-foce and telephone
tramsnetions. Texrs of e-mid and chat reference sexsions disambignate iviues of
areirmy, interview divconre, and, do o lesier pxtent, paivon sanfa tion, Awthen-

e transcripes gre here advanced ay superior imsiroments for sitedy of AskA ser-

vires, with signifiranr applications alve in better undercanding other modes of
reference. Clundesting guestioning by colleagues. MLIS students, and researchers
afffices online reference services: it is argued here thar wnobtrecve study fech-
nigrees wseltl im traditional seitings are nappropriale for oolinge reference, gencer-
aring dubious daa while undermining service qualiee. Thiv paper eximines how
eeagarah wlfecrs the work eof vietnal reference librariens, and suggests appropriat:
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means of ansessing vertol referemce services for soholarty as well as library inamiee-
FENT PITRNEN,

KEYWORDS, Action research, assessment. corpus analysis. evaluation, refer-
ence. elecivonic referency, chal reference. research methods, methodology/meth-
odologics, ranscripts, virual reference

SPECIAL REPORTS

Getting Our Foot (Back) in the Door: Reestablishing
a Freshman Instruction Program 151
Janet DeForest
Rachel Fleming May
Brett Spencer

I 1990, fibrarians ar the University of Alabame ( DA ) developed @ progran to re-
irerrodice library instraction intoe the English Deparmment's mandatory Freshoman
Composition Frogram. This article diveneses the development, execulion, owteome,
aned assessmert of the prosgram and oncludes tips for developing a similar program.
Yhrough megotiation and open discussion with e Director of Frechman English,
the library suecessfilly convineed the Director i alline @ progran af instrcrion
bk mmre the English 107 program, Library instruction sessions were paived with
one of the essaysfassigmments commem fo all English 101 olusses, A swrvey con-
ducred e avvwess the library's efforts concluded thet the instruction had o positive
effect on siudents” understamding of library resoroes.

KEYWORDS. Freshman library instruction, bibliographic imstructiom-collepe
and university students, informanon lilercy, college and university librares—rela-
tions with faculty and cunriculum, cooperation-coflege and university Iibraries,
University of Alabama  Tuecaloosa), collaboration with faculty

Research Consultations: Enhancing Library Rescarch Skills 169
Deborah Lee

Libraries sippert i tmber of insivie tional peograma, inclisding the wxe of fndicl-
walized instroctional sessions. Research consuliations offered be the Mixevnippi
State Univervity Lifrarier are individuelized research sesslons designed o meer
the Infrarmparion needs of the user or client. Sesaions may provide basiv informeation
fore wendergroidtes, udvanced searching technbgues for pee-dissertation grodueie
sthilents, o serve as an averview of related e sonereed for smew facaliv. fnfemiction
comcerning the siructure and perfornunce éxpectations for the servive is dis-
cussed, Duta from o year's use of the service are anolvzed to tdenrify the client
buse wnd to explore successful marketing siriegies for the service.

KEYWORLS, Heference services, ihhiographic instructon, research assistance
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