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® David Lankes: What is the dewey number for books on tattoos?

® A librarian will be with you in about a minute. Please do not use your
"back”, "forward", or "refresh" buttons, or you will be disconnected.

® [ Librarian - A librarian has joined the session.]
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® Librarian: I'm answering your question from a library in Calif. What library
do you go to? | could look and see whether there are books there on
tattoos.

® David Lankes: do you know the corresponding dewey that would be!

® |ibrarian: Would you like for me to do that?




Librarian: And you should find books in your library under the same dewey
number | just gave you, if your library has books on the subject.

David Lankes: | know, but | would like to know the actual subject hitting that
matches the dewey number.

Librarian: When | searched my catalog, | used the keyword term "tattoos".

David Lankes: Do you know a place on the web, or have access to the
Dewey classification system!?

David Lankes: Perhaps WebDewey!?




® Librarian: Another title: "Tattoo Nation: Portraits of Celebrity Body Art"
has the dewey number: 391.6/5

® Librarian: Is there a site on the internet for WebDewey!?

® David Lankes: It probably is just called "tattoos" in dewey, but I'll be talking
with catalogers and sometimes they actually know what names the actual
numbers correspond to. Knowing a little about Dewey it might be either

- tattoos or body art or something else.



http://www.oclc.org/dewey/versions/webdewey/
http://www.oclc.org/dewey/versions/webdewey/

® Librarian: You are right that it could be found under different keywords. |
was trying to find the most direct, quick answer to your question.

® David Lankes: And | got it. | asked for the number.That's what | needed.
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Uncomfortable?

® Reference is at once
both the most public,
and private function the
library offers

® While we call it public
service, we don’t have
the same transparency
as technical service




Libraries Have it
Backwads

® Reference is an
Unnatural Act

® Admitting Ilgnorance
is Uncomfortable -
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Agenda

® Why Virtual Reference
® Basi_cs of Virtual Reference
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Reference by Any
Other Name

. Online Reference
Email Reference

Digital Reference
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Reference by Any
Other Name

. Online Reference
Email Reference

Digital Reference
Live Reference v Ref

AskA
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“The use of human
intermediation to answer
questions in a digital
environment”

- The

Research Agenda

DiojtelsRelerence




“The use of human
intermediation to answer
questions in a digital
environment”
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Research Agenda
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Lankes’ Virtual Reference
Perspective

® Reference is an Island of Chaos in a Sea of
Library Order...That’s a Good Thing
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Purpose, General
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® Answer the Needs of
the Constituency



Purpose, General
-

® Answer the Needs of
the Constituency

® Know the Needs of the
Constituency
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Purpose, Internal




Purpose, Internal

® Organizational Development and “Bonding”
® Develop Group ldentity
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® Raise Visibility

® Demonstrate Innovation




Purpose, External

® Raise Visibility

® Demonstrate Innovation
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General Digital
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General Digital
Reference Model

Question Acquisition

Triage Center

Answer Formulation

'''
o 7



Question Acquisition

® How Do Users Ask
Questions
® Modes: IM, E-Mail,
Web!?
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VR Modes
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((Chat”

® Library Centric
Software

® Good: Matches
Needs and

- Expectations of
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http://207.21.232.103/pdfs/Internet_Status_2005.pdf
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http://www.questionpoint.org/crs/servlet/org.oclc.home.TFSRedirect?SS_COMMAND=CUST_SUP&Category=OND
http://www.questionpoint.org/crs/servlet/org.oclc.home.TFSRedirect?SS_COMMAND=CUST_SUP&Category=OND

Typical

SO Patron
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Onondaga County Public Library I REFERENCE

Fleaze enter the following and click

447 South Salina Street, Syracuse, NY 13202-2484 T —

Telephone: (315) 435-1900
Email: reference@onlib.org | Check this box to make this

session anonymous. Please click here
Velcome to Live Online Reference. for explanation.

Please enter the information requested on the right side of your Name (required)

browser window, and click the connect button.
Email Address

24/7 Reference is a new service that lets you get answers to your
questions in real time over the Internet. The service is staffed by Confirm Email Address
reference librarians in Onondaga County and throughout the country.

. . . Your nearest Library:
During your session, please do not do any of the following, or you

may be disconnected: -
Zip Code

e Type anew URL in this browser window 7

e Use the forward or refresh/reload buttons on your browser Your Quastion:

e Add a site to your favorites or bookmarks list

hile you are waiting, you can browse the OCPL website:

Connect
e Library Catalog E
e Databases

e Internet Links
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Commercial “Chat”

Meets Expectations

of Librarians Meets No One Else’s

Scripts Scripts
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E-Mail

Part of Daily
Workflow

| Accommodates Rlch
| Medic ?/ }ﬁ

VVell Established

So is Spam
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Instant Messaging

® 53 million adults trade
instant messages and :
24% of them swap IMs
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Instant Messaging

Free Proprietary

(are you violating terms of service?)
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Blogs

® /% (8 million people ) of the
|20 million U.S. adults who
use the internet have
created a blog

® 27% of internet users say
they read blogs
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Blogs

Easy to Update | Built for Diaries

Built in Comments| Comment Spam
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Custom Web Apps

«

® Do |

o
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Costs on a Curve




Costs on a Curve




Costs on a Curve

Development Early
XML, RDF Adoption
Metadata,
Portal, Digital
Reference
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Costs on a Curve

Development Early Adoption
XML, RDF Adoption Web Servers, OPACS
Metadata,
Portal, Digital
Reference
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Costs on a Curve

Development
XML, RDF

Early
Adoption
Metadata,
Portal, Digital
Reference

|

Adoption
Web Servers, OPACS

Laggards
WYSE Terminals,
Text-Based OPACS




Learning Curve




Learning Curve with
Web Development
Environments




Learning Curve with
VWeb Development
Environments!?

® OS Integration

® Database
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Proprietary Solutions

Microsoft Macromedia

e ASP.NET ® (ColdFusion
® OS:Windows ® OS:Windows,

® Database: MSSQL, Linux, Unix
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Advantages

® Software Reuse

® Basic Serwces Securlty, Backup, Statlstlcs

y gt ol A L
T > .;\-_-:.I'_l 5 1 ._.\_ 'u ) :-.{.\,. ,J ¥ 'J
-t p 5 k- T W L _— et 'l: e -y . i
& y Il1 5 EEE BT K Fp_' ,. .rg' 'th:. T '_5‘1'. e ‘: ] :1:"!'-.-1"-'-'*- .'1:'! ':':'u R ey II_-- 'I' e :-';-'- :_ .!";.‘--;-"-"'-‘!'-..'-r: -l f d.L t.-! 1"-.- * “ -i'ﬂ"" .‘ e i __ '.'EI o '?‘. -.T:?ﬁ‘ i -'I..Tl: o i‘l':.' ‘:'J =
. : o - AP P T T s Sl T Ay i b

o .. e 'l_. Pt B L e e =i A
e ._:.._-. - ._ -"'i. e T e A ik 1'- 1.__:_.J .'I- _I-.J_I..!-., B TP T T T
i Ar i . Lor 3



Disadvantages

® | ocked Into Vendor Design Path and
Timeline




Open Source
Advantages

® A Great Deal of Pre-Existing and Diverse
Work
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LAMP Emerges

Linux - OS Integration
Apache - Web Server | AR

T T T A T e

MYSQL - Database | | o T
PHP PERL or Python & :
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So What Will Your
Form Look Like?

® Your Face on the
~ Internet
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Typical

SO Patron

| 4 | | c | | + | '{‘..http:!."_.-'i.-.ﬂ.'.-mqdesticnpmint.crg.-'crs!-"servlet!-"ﬂrg.-::-:Ic.ha:um&TFSFtedire: s Q~ Coogle

[0 myWebCT MyYahoo Dave'sWorldv Institute Stuffr Developmentv Look atv Bookmarks v

Onondaga County Public Library I REFERENCE

Fleaze enter the following and click

447 South Salina Street, Syracuse, NY 13202-2484 T —

Telephone: (315) 435-1900
Email: reference@onlib.org | Check this box to make this

session anonymous. Please click here
Velcome to Live Online Reference. for explanation.

Please enter the information requested on the right side of your Name (required)

browser window, and click the connect button.
Email Address

24/7 Reference is a new service that lets you get answers to your
questions in real time over the Internet. The service is staffed by Confirm Email Address
reference librarians in Onondaga County and throughout the country.

. . . Your nearest Library:
During your session, please do not do any of the following, or you

may be disconnected: -
Zip Code

e Type anew URL in this browser window 7

e Use the forward or refresh/reload buttons on your browser Your Quastion:

e Add a site to your favorites or bookmarks list

hile you are waiting, you can browse the OCPL website:

Connect
e Library Catalog E
e Databases

e Internet Links




ublic Library: Ask a Question

myWebCT MyYahoo Dave's World~ Institute Stuffv Developmentv Look atv Bookmarks v CredibilityCommons v Resize Page

1 .
] l
The Internet Public Library

Accessibility Info
Subject Collections IPL Ask A Question Form
Arts & Humanities
Business Need an answer fast? Hundreds of our most popular guestions and answers are listed on our
Computers Freguently-Asked Reference Questions pages.
Education
Entertainment Want to know more about how the IPL "Ask
Health
Law & Government
Regional
Science & Tech
Social Science
Ready Reference
Almanacs
Calendars
Dictionaries
More... Provide a complete e-mail address
Reading Ro (example: flugely®@aol.com)
Books so that we can reply.
Magazines :
Newspapers CO"]f“rm e-
KidSpace et Enter the same e-mail address
TeenSpace here as you did above.
Special Collections
BEQE:‘ g Where do
Literary Criticism live?
Science Fair you e
More...
SE:LKE'{l;ng fic Deadﬁine for No Need By Date | :.! u need an answe
Pathfinders reply 13 days are usually needed days, please con
Search this Site for us to reply. resources in
Web Searching o
About the IPL Subject* select..
IPL Audio/Video Tours

ew our Privacy Statement before submitting your question.

* required information

Teac‘h with the IPL How will
Contact Us ) you use this
Ask a Question information?

\ -

Is this for a
school
assignment?

Your
question*

Sources
already
consulted

“Submit Question |

and
5 Us

you will find

Please review our Privacy Statement before submitting your question.

é © 1995-2006 The Regents of the University of Michigan. All rights reserved.
VL OF INFORMATLON This page was last modified on 23 Feb 2006.

MICHIGAN



http://www.ipl.org/div/askus/
http://www.ipl.org/div/askus/

Ask a Librarian (Library of Congress)

e || + | 4 hitp://www.loc.gov/rr/askalib/ ® 2(Q- Google

[0 myWebCT MyYahoo Dave'sWorld~ Institute Stuff+ Developmentv Look atv Bookmarks v

Library of Congress == Especially for Researchers
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an online reference i o Library of Congress

Reference Correspondence Policy - Error Reports - Virtual Reference Shelf - Virtual Programs and Services

Select a link below, based on the subject of your guestion:

General Collections International Collections Special Formats & Genre

[ Business O African/Middle Eastern

@ American Folklife Center

O Humanities/Social Sciences O Asian

O Geography & Maps
[ Law Mew: [ European

[ Lecal History/Genealogy [ Hispanic (sefect a language):
[0 Newspapers/Pericdicals ¢ D - English

- Espaiiol [ Motion Pictures & Television
@ Science/Technology - Portugués

O Manuscript
[ Microform

[ Music & Performing Arts

Digital Collections [ Prints & Photographs

[0 Rare Books & Special Collections
[ American Memory Historical Collections €

[ Recorded Sound

[0 Digital Reference Team ¢

[0 Learning Page (for K-12) "

Other Library Programs and Services

[ Access to Collections @ Interlibrary Loan

[ Borrowing Accounts [ Mat'l Library Service for Blind/Physically Handicapped

[ Cataleging in Publication O Preassigned Card Numbers
[ Copyright Registration and Programs [ Phetoduplication Service
[0 Eederal Research Division [ Preservation ¢"D

» Still don't know where to send your guestion?
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[T1 myWebCT MyYahoo

The Library of Congress

Ask a librarian...

an online reference service from the Library of Congress

Please read the following before you begin:

= You will receive a reply within five business days.

= This Ask a Librarian form uses QuestionPoint, a global, collaborative
reference service. May we have your permission to forward your
question outside the Library of Congress if necessary and to archive
your question and corresponding answer? | Yes Tl

(All personal information will be removed prior to archiving.)
= See the Library of Congress policy on privacy for further clarification.

Asterisk (*) denotes required field.
*E-mail Address:
*Confirm e-mail
address:
*Question: |

*¥Your Name:

*Reason for
Research:

*Education

Level:
Mailing |

Address:

Select one:

Select one:

*City and
State/Province:

*Zip/Postal Code:
*Country:

Telephone
Number:

Resources |
consulted (Where
have you looked
already?):

Please Note: Your reply will be sent via email. If you want to follow up, or
check the progress of your answer, you will need to create a password the
first time you visit our "Check your Questions and Answers" page. Use the
address in the email notification you receive to set up your account.

Virtual Programs and Services - Ask a Librarian Home Page

The Library of Congress
February 7, 2006

Bookmarks v CredibilityCommons »

Search the Library's Web Site

Digital
Reference
Team

Link to Home Page

“with a
Librarian

Monday through Friday
2:00-4:00 PM
Eastern Time
(except Federal Holidays)
Today is
Friday March 24 10:20 AM

Services we can provide

- Assistance using digital
collections/services

- Assistance on searching the
Library of Congress Online
Catalog

- Response within 5 business
days

Reporting errors to the
Library

- General errors: use our @rror
report form

- Catalog/authority record
errors.; use our
Catalog/fauthority error
report form

For other questions, try...

- The Virtual Reference Shelf
- a selected listing of free
Internet reference tools,
compiled by the Library of
Congress.

- For guestions on using the
Online Catalog, try the
Frequently Asked Questions

Some questions are better
answered elsewhere:

- Public Libraries - your local
public libraries may offer online
services for finding information.
- See the Library's MINERVA
project or the Internet
Archive.

- Technical information for
American Memory; Digital
Preservation and MARC
Standards.

If you have any problems with
this service, please use our
Ask a Librarian Error Report
Form.



http://www.loc.gov/rr/askalib/ask-digital.html
http://www.loc.gov/rr/askalib/ask-digital.html

Build Your Own
e

Control Responsibility

You Pick Features | You Create Features
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® Who Gets the Next
Question? Who
Decides!?

® Automation Question
Routing

® Sandwich Interface:
Question &> Search
- Expert

® (Consortial Level Issues

® Know who you are
“triaging” to




Facets of Quality

User Transactions Service
® Accessible Development and
Prompt Turnaround Management

Clear Response Policy ¢ Authoritative
® Trained Experts

Interactive
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Answer Formulation/
Expert

® AreAll Librarians Equal

® Including Experts from
Across the Academy

® Resources to Use in an
Answer

- ® Answer Policies
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Tracking/Statistics

® VWho Needs What
Statistics!?

¢ How Can we Anticipate
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Quality Standards

® Courtesy: The behaviour of the library or institution’s
staff

® Accuracy:The “correctness’” of answers provided by a
digital reference staff

® Satisfaction. Users determination of their success in
mteractlng W|th the dlgltal reference serwce
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Performance Measures

® Descriptive Statistics and Measures: Statistics and Measures to
determine the scale and scope of a digital reference service.

® | og Analysis: Statistics that can be derived from analysis of logs
generated by web and digital reference software packages

® User Satisfaction Measures: Statistics and metrics seeking to
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Descriptive

Log

User

€ost

Staff

Number of digital
reference questions
received

Number of digital
reference sessions

Awareness of Service

Cost of digital reference
service

Percent of staff time
spent overseeing
technology

Number of digital
reference responses

Usage of digital
reference service by day
of the week

Accessibility of service

Cost of digital reference
service as a percent of
total reference budget

Percent of staff time
spent assisting users
with technology

Number of digital
reference answers

Usage of digital
reference service by
time of day

Expectations for service

Cost of digital reference
service as a percent of
total library or
organizational budget

Total reference activity

User’s browser

Other sources user
tried

Percentage of digital
reference questions to
total reference
questions

User’s platform

Reasons for use

Digital reference
correct answer fill rate

Reasons for non use

Digital reference
completion rate

Satisfaction with staff

umb




Resource Creation

® Take Back the Web!
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Do You Have Control
of the Web!

® Can You Update Information on Your Web
Site in |5 Minutes - From any Computer?
From Home! From Tokyo!?

How Many “Brands’ are on Your Web Site?
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http://library.uncg.edu/
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Key lechnologies

® RSS/Blogs
® Web/Wiki
e |IM
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“I'm not a cataloger”




“I'm not a cataloger”




Reference IS Tool
Building

® Reference is a Delightful Island of Chaos in
a See of Structure

® Pathfinders, Bibliographies
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BYOS: Build Your Own
Search Engine

® Google “Roll Your Own”

® Lot’s of Good Open
Source Search Engine
Packages

I e Tl e -
o N L L
s i

: R SR Lo LR R 2 Wk T T, S
e S A L t e
sl -..';I -::.-_rr.;;-:r_.___!__,._ ."“.!'I-Il.. .I- r

S g AT A T o g L ..'..I-u
1 ) myYal e e T ] .‘l S As Ee [l
BOIDIRE \'_-‘ﬁ == ":"":!L.Tr"';j B


http://localhost/sphider/search.php
http://localhost/sphider/search.php
http://www.digref.org
http://www.digref.org

Beyond Reference

® (Cataloguing as Customer Service

o Organlze Data and Materials for Faculty
L S T



® Library as a Separate
Process and Collection
from the Academy’s
Core Business




® Library as a Separate
Process and Collection
from the Academy’s
Core Business



Old Model

® Library as a Separate
Process and Collection
from the Academy’s

Core Business



New Model

® |ibrary as Information “Collector” and
“Enhancer” of the Organization’s
Information
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What Does [ his Mean
for Reference

® Don’t Wait...Burn the Desk

® or at least use it as cool furniture in your home like the card catalogues
you store CD’s in
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Defining the Team

® Core Librarianship:
Access, Organization,
Design, Conservation

® Extended Family:
Coders, Marketers,
Content Experts

® Everything Old is New
Again - Subject Scholars,
Historians, etc...




Some ldeas

Projects and Tactics to Take
Over the World




Be an Active Part of the
Tenure Process

® Begin an “In Depth”
Citation Review Service

® Make It Part of Standing
Tenure Practices




Be an Active Part of the
Research Process

® Be the Sustainability and
Clearinghouse Portion
of a Research Project

® Create a Depository
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Be an Active Part of the
Training Process

® Banish the following:
Bibliographic
Instruction, Bl - Use
“Instruction”

® Create Information
Instruction Training for
- the Organization (not

A R e T e ]

T L A T -:"'i.r-;‘{' |
; :

R El e

¥ i S }r
d e B .




Be an Active Part of the
Dissemination Process

® Be the Full Service Web
Host for the Community

® More Than Just Space
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Questions,
Corrections,
Arguments




