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Structure/Outline
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Digital Reference in the Information Society
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Digital Reference: Definition (1)

Digital Reference

« provides Reference Services, involving
collaboration between Library User and
Librarian, in a Computer-based Medium.

e can utilize various Media, including
E-mail, Web forms, Chat, Video, Web Contact
Center Software, Voice over Internet Protocol
(VolP), etc.
[Bernie Sloan 2002]
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Digital Reference: Different Forms (1)

Digital Reference

Asynchronous Synchronous

E-Mall

Simple Chat

Web Form

Instant Messaging

Chatterbot/FAQ

Extended Chat

VolP

VideoConferencing
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Digital Reference: Different Forms (2)

Duestion
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Digital Reference: Different Forms (3)

Web Form

Confirm e-mail*

Where do wou
live?

Ceadline for
reply™

Subject”

How will you
use this
information®™

Provide a complete e-mail address
(example: flugelv@gal.cam)
so that we can reply,

Enter the same e-mail address
here as you did above,

F31 March, 2005 =]
13 days are usually needed
for us to reply.

| Humanities j
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Ifyou have parental or mail
controls turned on, please add
ipfrefeipl.org to vour allowed
mail list,

This helps to ensure that we
have your correct e-rmail
address, and that you will
receive a reply as quickly as
possible,

Knowing where you live helps us
recommend resources that are
relevant, and accessible, to vour
area,

T1f you need an answer in less
than 3 days, please consider
these other resources instead
of the IPL,

Understanding the context and
scope of yaur information needs
helps us to deliver an answer
that you will find useful,
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Digital Reference: Different Forms (4)

I'm oty bt | don't speak Englizh.

'When does the lbrary open an sundays?
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Digital Reference: Different Forms (5)

OLDENBURG BIBLIOTHEKS- UND INFORMATIONSSYSTEM

. Ll { BIS.Livelnfo )

BIS.Livelnfo Chat-Help

Liveilnfo | Chat-Hours | Privacy Policy | == Start Chat

|
Here is what the chat will loolk like onyour po:

Chat: The small chat window opens on top of ywour browser when you click on the link. The
graphic below shows a dialog between the chat-customer - wou - and our chat agent..

Exam 2 TN T —" Guten Tag
. BiS, Livesnis. UiE anm ich Ihmen bahillich 3ein™
st Halla ich suche Blcher Zur intetulurellen Fadagogi
BiI%, Livedsts’ Walche Duellan wnd Dratenbankan haban Sie baiaits e chachiat®
(=2 MHach nichis .,
. BEE. Pivededo: Eie soltben zundchst in unserem BibliothekSatalog nachschauen.
L BEE, Fivedadn kafalog. bisuni-oldénburg. dea

I
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Digital Reference: Different Forms (6)

Pro:

Synchronous

Buddy Lists

Very Popular

Instant Messaging Contra:

Users have to Install Client Software

Suppliers finance through Advertising

Library and Users have to use the same
Software

Same Potential as simple Chat

Hermann R&sch: Digital Reference — State of the Art - Quality Slide 10 of 23



Digital Reference: Different Forms (7)

T = s I o S = - |

Back g Stop Refresh Home Saarch Favoritas Histary

=¥ |

LT Frint I - Discu

Address |-‘£| http:fithaliaomcls orglwebline fmlf agent/AgentFrame il

e —R ]
Share Web Pages

Script

Menu Share any public web page from
any web site in the world. Click

Scripts for the 24,7 on the link to share the web page

Reference Project. among all participants in an

active WebLine session.

e Web Paoies

s Script Chat Web Pages< Push web pag@

Messages

* Dsymamic
Contemnt

e Send a File
# Dwvramic

Comparisons

+ How to get a library card
+ Libraosv hours

+ Do vou have this book

-

L]

Find vour libraiy |

.......... T -

e Slide Business _ _
Presentation o Business Directory
+ Launch CAPI o Guide to Starting a =
oo o———— el
Losggy Clu |
Freferencas |

Join n Ses=ion |

| B ? K6

About the Library

Career (Fpporiunilies

Library Services

Librarinan"s Boalshellr
Moterials Collections
Support Ceroups

FY1 Research Services

Find Youor Library

Commmuamity Libraries

Children's Services

Qcind (Yc;ur

Welcome to Find Your Librar
this section to make it easy for
library in your area. We also |
library home pages, email add
informative documents,

To use the Find Your Library.
hyperlink to list all the librarie
tollow the links below to brow
use the text field at the bottom
a library in a particular area, ¢
can search for a particular libx
name of the library. It doesn't 1
upper or lower case letters wi
the search field.

o Citv of Anaheim
« ity of Burhank
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Digital Reference: Different Forms (8)

VoIP - Pro:
Synchronous

Could supersede Chat
VolIP - Contra:

Additonal Hardware needed (Microphone)
Difficult to store

VideoConferencing VideoConferencing:

Until now: no generell acceptence
In the community
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Digital Reference: Differen
' =10 |

i

i

LOGOM Call “iew Settings
H25Calls

Help

T @Librarians T 52 S cripts ]
<Local> j [ Show URLs

2 Scripts - QuestionPoint with enhanced cormunications
& SHOW DIGITAL PHOTOS
Default

Logo
(= CHAT TEXT
WELCOME

walcorme to [insert name of service ], How can I help

wioLl today?
Do you have a guestion?
I arn looking at yvour question right nose;

- i -

it will be just -

— Digital
G )

LIRL
Share

Diigikal Text
Fhoto iE] _hat

Sty

£ -

it
and wazn't sure what bo do now.

-

Librariarn: OF.. | think what pou could do iz zearch in waorldCat ta find g
what iz available and then azk the muszic libram to request it for you =
an interlibramy loan. 'l show pac ko i pou like. g:'
"
—
Type mezzage to patrorn:
=&
~i=
=
| Large I Undock__ lazh | Save ” SEMD I
B My Audio | Connected | 103051
1 CAL

_
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t Forms (9)

QuestionPoint
as an Example
for
Web Contact
Center Software
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Digital Reference: Different Forms (10)

Pro:

Raises level of Quality

Broadens the Range of Subjects
Enables Sharing of Workload and Shifts

Contra:
Need of Standardization (Pro?)

Collaborative
Reference
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Digital Reference: Quality Criteria (1)

Organisation oAvailability
o Variants of Digital Reference

o Software

o Staff Qualifications

o0 Turnaround Times

o0 Free Access,
Targeted User Groups

o Policy

0 Privacy

o Publicity
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Digital Reference: Quality Criteria (2)

Efficiency oDuration of an Individual

Reference Process

o Staff Resources for each
Reference Process

o0 Costs of Software Licence

0 Resources for Technical
Servicing

0 Overall Costs for each
Reference Process
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Digital Reference: Quality Criteria (3)

Breadth/Extend of o Types of Questions Allowed
the Service o Style and Scope of Answers
o0 Knowledge Base
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Digital Reference: Quality Criteria (4)

Communication Process

o Polite Language

o Automtically Generated
Acknowlegdements of
Questions Received

o Personal Identification of the
Reference Librarian

0 Role and Breadth of the
Reference Interview

o Description of the Information
Finding Process

o Follow-up Regarding User
Satisfaction

0 Questions about further
Information Needs
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Digital Reference: Quality Criteria (5)

0 Quality in Comparison with
Conventional Reference Service

0 Use of Quality Information
Sources

o Full References for Sources
guoted

o0 Accurate and Complete
Answers

o0 Adequate and Neutral Answers

Quality of Answers
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Digital Reference: Quality Criteria (6)

0 Number of QUeries recelvea

o Number of Queries answered

o0 Number of Queries not
answered

o Ratio between Digital and
Conventional Reference
Services in the Library

0 Saturation Rate: Ratio between
Digital Reference Users and
Overall Library Users

0 User Return Rate

0 Usage Frequency: Ranked by
Time of the Day, Day of the
Week, Month

Usage of the Service
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Digital Reference: Quality Criteria (7)

0 Request for User Feedback
Immediately following the
Reference Process
o User Survey via Email, Phone
etc. at a later Stage
0 Quality Controll via Peer
Methods of Evaluation Review and Peer Monitoring
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Digital Reference: Summary

To Do:

Development of differentiated Catalogues
of Quality Criteria relating to

o Different Forms Digital Reference
o Collaborative Digital Reference

o Different Types of Questions

o Particular Target Groups

o Different Library Type
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Thank you very much
for your Time and Patience!

Contact:
hermann.roesch@fh-koeln.de
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