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ABSTRACT

This paper outlines the concept of real time reference service(RTRS). Then, it analyzes real time
reference service in the 13 libraries for effective reference service. As a result, the most used
software was AOL instant Messenger, followed by Conference Room from WebMaster, and
LivePerson. Hours of service was generally same as reference desk hours. The users were Students,
faculty, staff, and alumni, This study also demonstrated how the RTRS in LC works. The results
showed that real time reference was able to response to patrons quickly for reference questions with
interactive method.
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Services we provide
@ EBasic research assistance related to newspapers,
current periodicals {less than 2 years old) and
government publications
@ Answers to queries requiring resources unique to
the Library of Congress
@ Response within 5 business days

Visit the
"
‘Web page

and Gurrent Periodical

rarian...
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from the Library of Congress

Services we cannot provide
@ answers for contests, puzzles, or games

@ answers for student assignments
@ prices of old periodicals and newspapers
@ extensive research

We suggest that you
® Consult your local library first
@ Check our Freguently Asked Questions

| Bearch

Gettiug Answers

Search in | Newspaper and Current Periodical Pages =v| fnrl

Ask a Librarian:
If you have a reference question, proceed to
the online form; get answers via email.

Contact us by phone or fax:
Phone: (202) 707-5601
Fax: (202) 707-6128

Sand us written correspondence®:

Serial and Government Publications Division

Library of Congress

101 Independence ave. SE
~ ancdn_aTen
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Also, try consulting these information resources:
See our web site for information on:

» Copying services available
« Ereguently Asked Questions including:
o Appraisal of original newspapers

o Copies of a front page suitable for framing
o Grant information
o Tabloid archives
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Many questions can be answered by searching:
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Basic research assistance related to newspapers, current periodicals (less than

Services we provide 2 years old) andgovernment publications

g7} ALl A~ Answers to queries requiring resources unique to the Library of Congress

Response within 5 business days

answers for contests, puzzles, or games

Services we cannot provide | answers for student assignments

27 AgEsr 9lE MBlE | prices of old periodicals and newspapers

extensive research

Consult your local library first

We suggest that you

Check our Frequently Asked Questions

Visit the Newspaper and Current Periodical Web page

(E 5) Getting Answers L=

Ask a Librarian If vou have a reference question, proceed to the online form; get answers

via email.

Contact us by phone or fax:

Phone: (202) 707-5691
Fax: (202) 707-6128

Serial and Government Publications Division

Send us written Library of Congress
correspondence™: 101 Independence Ave. SE

Washington, D.C. 20540-4760

* please read - information on mail delays

Also, try consulting these information resources:

Copying services available

See our web site
for information Frequently Asked Questions
on’ including:

Appraisal of original newspapers

Copies of a front page suitable for framing
Grant inZormation

Tabloid archives

Many questions can be answered
by searching:

The Library of Congress Online Catalog (See search
tools for tips on searching serial titles)

Our online guides include lists of newspaper holdings,
fulltext available, newspaper indexes and information on
US government publications
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1 Patron: Chat Session Transcript with Kim
2003/05/12 ‘ 2
1418 Librarian: | Hello, Can [ help you?
2003/05/12 arian: ello, Can I help you?
110 Patron: | Hi! I'm a college student in Kor
2003/05/12 atron: | a college student in Korea.
20013%/:0156/12 Patron: I wanna know about “The effect of SARS an Economy”.
14:18 Where have you locked so far? There has been quite a lot in the newspapers
2003 /'05/19 Librarian: about the effect of the SARS epidemic on the airline and tourism industry.
' - Is that the kind of thing you're looking for?
14:18 . ,
2003/05/12 Patron: | Yes
1419 Patron: fally about tourism industr
9003/05/12 atron: especially about tourism industry
14:20 Librarian: What kind of information do you need about the tourism industry--articles,
2003/05/12 A8 etatistics--anything in particular?
14:21 . . L .
2003/05/12 Patron: some articles & statistics will be OK
14:29 if you would like to hold for a minute or so I will check some online resources
2003/05/12 Librarian: we have access to here at the Library and see what I can provide to you via
email.
14:23 . -~
: | |
2003/05/12 Patron arlight! Thanks!
. Could you please confirm your email address--1 will probably be able to send
14:26 L : . X
, Librarian: vou some artficles via email, and [ want to make sure they go to the correct
2003/05/12 address
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20 01:))4/65?/,1 5 Patron: syluv4eva@hotmail.com
14:97 Thank you, If you like, I'll do some searching and send you some article in
2003 /‘045/19 Librarian: the next 20 minutes of so. That way you won't need to stay online the entire
' - time.
2
200134/0”59/19 Patron: Thank for vour kindness.
2
200134/0?/19 Librarian: Is there anything else I can help you with before we sign off?
200134/:%]/,19 Patron: frankly speaking.. My major is Library & Information Science.
20&5&%b19 Patron: Do you mind if I ask some simple questions?
200134/:0351/19 Patron: I have some simple questions about “Ask a librarian” Service.
14:32 Librarian: Sure, I'll try to answer them--or be able to give you somecne (or someplace)
2003/05/12 1ranan: | else for more information.
200134/:0352/19 Patron: How many reference questions are answered by you in a day?
[ personally do not spend most of my time working in the reference area--I
have several areas of responsibility. For example I am doing chat between 2-3
1438 today because I work in the reading room tonight. We have anywhere for zero
2003 /'05/,19 Librarian: to 4 people that may ask us questions throug chat. With Ask a Librarian, I often
' u received one to four questions a day, usually ones that require some research (I
have other colleagues that spend more time working with reference questions
and they get more). We try to get a response to patrons within 3-5 days.
200134/:035/19 Patron: Thanks. What database do you use to answer my questions?””
[ have searched Proquest, which contains several databases (ABI Inform,
14:43 Librarian: Periodical Abstracts, Proquest Newspapers), and will aslo check EBSCO and
2003/05/12 ’ Infotrac. Since you wanted tourism info rather than scientific information I
have focused on the more general databases rather than the technical ones.
1444 Thanks! The last question! Please explain to me about the procedure that
2003 /'05/,19 Patron: you answered reference questions.
' - and, Do you have some specipic forms to provide the answers?
When you ask about the procedure for reference qustions, what exactly do
you mean?
As far as forms go, the Ask a Librarian form is probably the form we use,
14:49 Librarian: when researchers submit a questions via email useing the Ask a Librarian
2003/05/12 ’ form we can get a good sense of where someone has already looked and the
type of information needed--such as the difference between someone wanting
business info vs. medical--because that can affect what kind of strategies we
develop for answering questions.
200134/:6)51/19 Patron: Thanks for your kindness & patience!”™™ I'm very satisfied..
One last thing--Since you are studying electronic reference, you may be
14:352 Librarian: interested in the following article on Digital Reference:
2003/05/12 ’ http://www.dlib.org/dlib/february03/penka/02penka.html
Good luck with your classes!
1403 Patron: Thanks a lot!!™

2003/05/12
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as the difference between someone wanting business info vs. medical--because
that can affect what kind of strategies we develop for answering questions.
w1 o

Another full text article

Forwarded message

Date: Mon, 12 May 2003 14:45:27 -0400 (EDT)
From: ProQuest {proquestmail@il proquest.com,
To: ghig@loc.gov

Subject: SARS

The following article has been sent by a user at LIBRARY OF CONGRESS - LIBRARY SERVICES-ANGLO
AMERICAN DIV via ProQuest, an information service of the ProQuest Company

WTO warns Sars could halt revival of international trade
[FOREIGN Edition]

The Independent

London (UK)

Apr 24, 2003

Authors: Philip Thornton Economics Correspondent
Pagination: 21

[SSN: 09519467

Companies:

Company Name: World Trade Organization
SIC: 928120



Abstract:

“China has become a big motor of international trade,”
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Michael Finger, a WTO economist, said as the body

released gloomy forecasts for 2002 and 2003. “If growth in China were dramatically affected by [Sars], it

would have repercussions for the rest of the world.”

The WTO said trade grew 2.5 per cent last year, an improvement from 2001’s 1 per cent fall but a fraction

of the peak of 12 per cent in 2000. Its annual report said:

“The downside risks for 2003 are large, bearing

in mind continued sluggishness in the world economy, the conflict in Iraq and the possibility of the continuing
spread of Sars.”(Copyright 2003 Independent Newspapers (UK) Limited)

Full Text:

THE OUTBREAK of the deadly Sars (severe acute respiratory syndrome) virus could put the brakes on a
revival in world trade, the World Trade Organisation warned yesterday.

The WTO said a major blow to China’s economy from Sars would have serious worldwide repercussions. Its
warning came as JP Morgan, the blue-chip Wall Street investment bank, became the latest institution to slash

its forecasts for the fast-growing Chinese economy.
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