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Introduction 1
Eric Novomy
LIBRARY CASE STUDIES AND RESEARCH RESULTS
Benchmarking Librarian Performance in Chat Reference 5

| Loree Hyde
f Caleb Tucker-Ravmond

Libsrurivans participating in Oregon's colfubvirarive statewiee virtaal FefereRce Project
used an anelysis of chat reference transcoripes 1o evaluate librarion performance,

KEYWORDS. Vinual reference. chal reference, evaluation, sssessment, tran-
seTipls

Same Questions, Different Venue: An Analysis
ol In-Person und Online Questions 21
Joseph Fenmewald

Ihis yoeedy applied traditicmal cawegories used for classifying questions preserted
wt reference desky 1o omline reference services. Questions presented at Penn
Stare 's subsject libraries were clasvified as *Where Is,” Troubleshonting, * Policy
ined Service,” and 'Reference, ' Dot ivdann » y
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im the proportion of guesions by categories, Thit suggests
iowas and that the ivpe of quesiions wb
smdl alsn berween e-mail and chal.

¢ services, ¢ miail

there wore differences
ghat services have vimilar, ver distinet, funct
mitted differ between in-person wenel online
EEYWORDS. Question analysis, clazsification schemes, referend
reference, virtual reforence

Listening to Our Users: System Migration
and the Evaluation of Web-Based Library Services 17

Laurie Probst
Michael Pelikan

Af Penn State, u “Tell Us What You Think™ wrer fecdtack buion on the Lilsrares
hewme puge provided o convenient mechanizm for users 1o respond tr aur Sysem -
gration and ihe changes they saw in The CAT, our library caralog. The immeediane

imipaet of the REw SySTEM o O RSEFS WilS dransatic, and inclided strovg criticism
feowe mamihs, hoewever. the ramplaings anel

firom a small, biet vocal, mirgrity, Within g

conyrents about e new canrlog oiclerated and the mjority of the e mail reaffic
corning ieto the library switched inio quaesticnes alrond lilrary servicey amed regiiest
[frr gEsixince

KEY WORDS. Descripiors, sySicm migration, cvafitis
iex, use studies, nssessment and evahution, ML m libraries

of user scrvices, wer st

Evaluating Virtual Reference from the Users' Perspective 53
Kirsti Nilsen
Catherine Sheldrick Ross

Thix article discusses the evaludiion of virtual reference services from the wver
peripective, It is one oufcome of a long-term res¢arch praject, The Librery Visit
Study, which has been conducted in three phases at the Universire of Western O
tario for more than a decade. These stusties have iddentified the need for. and esien-
tial commponents of, reference tberviews and good reference behaviors, e third
phase of this research focuses on he foctors that make o differenice to the tesers
satisfaction with their virtual refirence experience and whethers these are i siame
or dlifferent from the ones we idemaified av impeerrant in face To-face reference. An
pxaminarion of user aceounts of vietual reference transactions imdicates thar the
reference interview has almos disappeared. Amang the reason ideniified firr stafl
failure 1o conduct reference frlerviews in the virmal envirgment are! e nafure
af written vs. spoken interaction, the librarian's pereeived need 1o rexpond guickly
im phiv enviromment; and the rudimentary rarure of the forrm s i el refer

ence. The article includes o list of hehaviors that wkers identified as either helpfid
o unhelpful and concludes with some implicad

rioms of the reseanch fir pewd wirfod
referetie service.

KEYWORDS, Virmuol reference, evalugtion, relercnce
studies, ficld rescarch

interview, library user
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Balancing Statewide and Local Digital Reference Service 8l
Ruth Vondracek

| Ax digital and clust reference services become extaldished ar another iy B eles Bipisi-
| rens, many ibraries fugele the delivery of consortial and local virmul reference ser-
| vices. Halionving services withent overtaving staff and revources presents o mmmber
wf challenges, How, for cxarmple. des libraries siqff mere than one chat referene sers
| view (0 udelivion & srasditional servicea? Or more critfcally, lum are sulject special
faty uned so thetr greatest sdvantege g muli-type Librery serdee? This article
explores the bemefity and ivswes of offering service af the statewide and local level
hased on OSU s experience and descritres bow OSU responded 1o theve isues
KEYWORDS. Digital refercnce, chat reference, virmal reference, digital refer-

| Cnce comsoria, stitewide relerence services, multi-type library services, Oregon
Stae Umiversity Libranes, 1-net. Answerland

STANDARDS AND METHODS FOR EVALUATING
VIRTUAL REFERENCE

Looking al the Bigger Picture: An Integrated Approach
to Evaluation of Chat Reference Scrvices 05
M. Kathleen Kemn

Virtwal referetee olfers some kgt me'ie oppordanities for evalarion diee to the rich-
mexs of e mwmnseripes and esher musomatically collected denee. To prat evalation of vie-
tial reference into coment, however, libravies should view and evalume virnal
reference s part of the whele af a library s reference service, Holistic evadiation pur-
sty e integrated approdick o evalwting the total of a lbmry's reference service.

KEYWORDS. Evaluation, reference services, vinual refernce, ¢-mail relerence,
chitt reference. integralion

Budget Planning and Performance Measures for Virtual
Relerence Services 113
Andrew Breidenbaugh

The Tampa-Hiltshorongh Cowry Fublic Library, as a counry government agency, is
requered to fllow o specific hudget plmming process in order i obtain fioding for -
biviry progroams and services, Ehvie doul of this plasning process - the " decivion tonit™=rp-
quires gedvancedd planning and contied evaluation of potential and extsting Lbeary
senvices. Priar s receiviey finds for anv new servce, pecformance meanres must be
edablished in iwder s measine the sucoesy of the serviee in relation fo the pablic momey
imvested, This aetiele will kask at the svalvation provess bl o the fding of the §i
hrary's participetion tn g safewide virial reference serolog gnd the immyplicarivns fior
crrintutrion aeselior ey qf thiv service based en contimed e s,

EEYWORDS. Evalualion, asscssment, digital reference, virual reference, refer-
CICE ATV ICEN
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VET: The Virtual Evaluation Toolkit 125
Buff Hirko

Between October 2003 and July 2004, the Staswide Virual Reference Proped (a
Washingron Stere Libwary mitioive funded by LYTA ) develpped the Vietisa! Evaluation
Tewlkit, or VET, The purpase of VET war o help libraries improve virtaul refervence
services, with resulting tncreased mvanenees, R, einad customer saricfaction, VET
inclides thiree levels of evaluation fonls with informuion on their implementation arnd
examples of the we of resulrs, alimg with & geweric fino! report based on iheee test ¥ifie
evaltitions fan academic, public, and special libeary) The complere manil iy avail
able o the Web in order 1o provide practical and meaningfisl rools i recommerds

tioms that ericowrage libraries to wse them and alvo fo report on thedr uie.

KEYWORDS. VET; Virtual Evalusion Toolki, virual reference. serice evalua
tion, evalution criteria, checklists, Washington Stte Virual Reference Praject

Assessing Digital Reference and Online Instructional Services
in an Integrated Public/University Library 149
Lauren Miranda Gilbert
Mengxiong Lin
Toby Matoush
Jo Bell Whitlarch

In spite cof the explosion of inferess e virtuwal referesee wnd esirnction, avses gt of
digital reference remains relarively uncharted territory i the library literatire.
When standards exist far online reference and itsrction ond how can they be used
1 dxsess the innovative new merged online reference envimrmen! ar the O, Martin
Luther King, Jr. Library? Led by co-unit el from the frrver S Jeae Publice L
brary Main Branch and the San Jose State University Clark Lifrary, the merged ref-
ererce wnif i a unigue Festing ground for perceived differences between peeblic and
academic reference service, Fvaluation of hotl the online covel rhe five merged refer
ence enviroment is creciol and will be recessary to dererming whar is workigg andd
whieat @5 mot, This paper will discess plans fir carmemn aried fiatmime @usessnun oo aligaral
refierence including e-mail, live online referoce, el cnlime (ERRIACTIO,
KEYWORDS, Digital melerence, assessment, online isniction. mergel reference.
juint libraries, e-mail reference, live anling reforence, CandACafe, 2477 reference.
TILT iTexas Information |ateracy Tutorial}

Costing Reference: Issues, Approaches. and Directions
for Research
Melissa Gross
Charles R. McClure
R. David Lankes

The Assesving Quaiiny in Digital Reference project {5 a first step tovwiared iwsiele retond
imi the coxt of digital reference Services o libwaries. This article presents three thea-
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sures orolatwd by profect participanrs av being miost weeful for their immediate needs;

rotal cost of proviciey digital reference service, the cosr of digial reference yervice

| an s pervent of the tosd refirence budget, and the cost of reference ax a percent of

| the vore! Libwey oo srganizarional budger. b addition, f reviews selected sutstond-

ingt dxsues i e orgoing guestion of how to determine the coxt of reference services

| in it s conad offers divecrion fior further sty toward a general cost model for in-
formation ervices,

| KEYWORDS. Digital reference, cost studics, information service evaluation. rel-
{ erénce services standards

ASSESSING LIBRARY INSTRUCTION
IN AN ONLINE ENVIRONMENT

, Instruction in a Virtwal Environment:

' Assessing the Needs for an Online Tutorial 187
Wendy Holliday
Sharolvn Ericksen

| Britt Fagerheim

Rob Morrison

Flora Shrode

I 2002, librarians af ke Uil Stare Uwiversiry (S0 Libraries were avwarded a
grant o develop cnline maorialy, The major design challenge was lo creale foiori-
al specific ro USU resourrces omd xtudenty, inciuding distancea leamers, while alic
erucking them flevible so thar other Uiah colfeges and wniversities can adapt them
fer their own needs. The tnonals also needad ro gddress the information behavior
af i new geeradion of students ooructfomed to using comprers and the farermer
Wihale: revent snadies have begun o address some gaps in our nosledge af e in-
fermation belwvicr of the Web Genvration, we condurcted o naeds qisessment fo
fielp sy create o ttorial that more accurately addrexies the exiating bnowledge
aond beliavior of undergraduates ar USTL We wsed mudtiple methods 1o dererming
the fearmng needs of our audience and 1w provide guideance for the design provess,

EEYWORDS, Online tutorials, noeds assessment. undergradoute studenty, infor-
mation behavior

Virtual Reference £ - =isasnddd ;
tor prad rewex during VRS seasione is different shan thar provided during face o -fuce
reference. e Penn State VRS was wsed av o cove study in this goessnent. An
cerilyxis eof b sumpde of archived Pean State VES transcripls was conducted lo ay
st s 8 the wcttiiee and guamtiny oo i traction provided baved on the presence of de-
fimed imstructional elemenrs incorporared in the sessions. The puper discusses
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the similarities and differences in approack G instruction during VRS amd
fuce-to-face veference, and how these relare 1o overall iniructional sendces in
arademic lbraries. The paper alse reviews findings of yome similor sndies
cited in the literature, The findings of this voudy indicare that there &5 a signifi-
rant amonnt of instriction taking place during both fuace-to face reference aml
VRS, Furthermore, the approach i instriaction in bow reference envinamients is
very similar, However, the VRS syviem in use at Peren Stare (E581 Virtual Refer
etce Toolkit), because of its technological featwres aned capahility, has faaeili-
tated mew and unigue enhancentents fo insrructive reference thal are ot
avatlable in foce-in-face reférence,

KEYWORDS. Virtusl reference scrvice-assessment, digial reference service—is
scssment, VRS-instruction, reference services-Enstruction, reference services peda-
pogy. e-referency
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