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The Factors which Should be Considered in Real-time
Reference Service and the Effective Way of Using it
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ABSTRACT

This study is about the factors required to be considered in the sspects of policy and operation
before infroducng the real-time reference service and about the way to use the real-time reference
service effectively. The real-time reference service should not be accepted and applied just based
on the case of advanced nations without deciding how to apply and use through enough advanced
investigation and example analysis., Working out in service polices, selecting appropriate programs,
securing service manpower, devising privacy policies, groping the ways of cooperation between
libraries, and operating the adequate evaluation system are the factors which should be considered
in the policy aspect. Preparation of proper ways of application, operation time, and promotion are
the factors which should be considered and reviewed in the operative aspect.
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24) Steve Coffman & Linda Arret, “To Chat or Not to Chat-Taking Another Look at Virtual Reference part
2" Searcher, Vol.12, No.8(2004), pp.49-56.
{http://www.infotoday.com/searcher/sep04/arret_coffman.shtml>[cited 2006, 6.2]

25) Carol Tenopir, Ibid, p.34.

26) Marc Meola and Sam Stormont, Ibid., pp.55-66.
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S0l ere do | go to offer feedback on the servi
o unza . How do | begin a BULchat session?
i . Wha tassistance if BUL chat is unavailable?
Dz
oS0
& Enjoy Drit! . What is B

sl Brown UTRTSI-HH 3 e cht sanics whic ofers e rfrence sssstance using *AOL lnstant Messenger (AM. *Yohoo

enger,  MSN Messenger, or +Trilia

2. What do | need to do to get started?
I you slsady hae an sccoun wth AOL, Yahoo, SN orTllan stant mssserge saicss, add ou crssnnas - BULclat (BULha for Yahoo), [For
MSN you may need to select the option of sending an email when you add BULct

If you are new to instant messenging, you will need to register for a nt and screenname and either download free software or use a web-based v

AOL Instant Messenger (AIM) ( or + AIM Express, which r
Add BULchat to your Buddy List: Double click on BULchat to
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BLC's ASK 24/7 service®l A Al
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27) BLC's ASK 24/7 service home page <http://www.buedu/library/ask/index html>[cited 2006, 6, 5],
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10. A%l Y& ARE A4AL VI Wtk

ojgf Zro] MnlZ HAe] Y B FAIE Ol FAEE sfolF A2l thek olelE =
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Zosht 5
ZESOIE Tl AR AUA Tl A AE soF I
AXHE WAAE ol &8 A4 2xEd o] =qjel] ul-go] A2l £ &3 AMgHo] Tidks] A

stk Aol AT FIAILE BA02 AR deregelst ohle ol 847k sl A

IR IS AXgof strk= ©go] gltk whA] 24/7 Reference$} Virtual Reference Toolkit
S 22 EAF FIANAE RA 0 R T AZEgolE 2] FAEN I Y |sAE F
I 7L AXZE FIAN A0 S Hog W ks Aol Stk SRRk, HlRe] Bo
S35 AREAL] whet o] 2817] ofels F Slom AEdl] dE ZIAA Aol WA glrk ®)

North texas theteA - AAZE FIAMH A Al A% 22005 A4S o o237 22>

e AT Hela gl
A, olgAkste] WEA Farde] Hel
A, AEA 23 dEve ke oldAE HAAIE V%
AR, g E Atk 71
YA, TA7HA e e

T AN BTANAS 8 22EdolS MG A 2T TeRE 9 A}
Hol 43 ww—g— SHefalok siod uIE f1% The T

28) R, AATT, pp.48-49.

29) Monika Antonelli and Martha Tarlton, “The University of North Texas Libraries” Online Reference Help
Desk,” Digital Reference Service in the New Millennium, (New York : Neal-Schuman Publishers, 2000).
p.199.
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Coffman 3 & TF&-3} 7228 167 =L 7|22 AA7ZF Fadu| A 22 788 w7le)of sty

@ ]*‘17\}-4 87 (Patron Requirement)

ol-g4t9] Srfek (Engaging the Patron)

o]-&4} <15 (Patron Authentication)
A8} o] &247ke] AR A ©1 4 (Communication)
A B 5.3 (Content Sharing)

tolgf o] 9] 23 74 (Database Co-browsing)
AR A4 9] A7 (Session Transcripts)

0|82 B 47 (Patron Profiling)

22}l v1¥ (Online Meeting)

RS2 A} (Satisfaction Surveys)
AR 274715 (Librarian’s Interface)
2273 A 8, A9 2 AZ(Librarian Training, Support, and Documentation)
#2715 ( Administration)

@@@@@@@

@@@@@

30) A8, AA=E, p.253.
31) Steve Coffman, Going Live: Starting & Running a Virtual Reference Service, Chicago: ALA, 2003, pp.107-145,
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® 7] 2 AYTZ (Queuing and Routing Structure)

® 23t (Customization)
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3 HNEAG Pau|desnm @ R-5 8- LGS
=202 €] htp://library temple. edu/about/srl/privacy. him vBos =z
EH
B > Virtual Reference Services (Ask a Librarian) Privacy Guidelines

Temple Urniversity Libraries respects the rights and privacy of our patrons and their records in accordance with the following state lew and
professional and institutional policies. Temple University Libraries understands "patron records" to include all records vith identifying
information about patrons, including the contextual information in transcripts of reference interactions.

ALA Policy on Confidertiaiity of Library Records
Pennsylvania Law for the of Library Records
Temple University Computing and Netviork Security Policy

1) What Information is collected by the service?
Al chatico-browse sessions are logged in the Ask a Librarian system, on hardware maintained by the ibraries. These transcripts are
password protected, for view only by designated library staff.

Additionally, email reference cueries entered through the Ask a Librarian system are kept in the same way, and subject to the same
restrictions,

Finally, ranscripts of the IM transactions are stored on hardware maintained by the libraries. By policy. these transcripts are restricted to
use by designated library staff for the purpose of internal training and statistical reporting only.

23 online journal
& serlals-catalo, 2) What is the information used for?

aslniss The information is used to help analyze the amount and types of questions we are being asked. This helps determine appropriate stafing
&msh T levels, and aids in training librarians to staff the service.
@ Msicoks

+ 3) Who has access to this information?
&) UK Sensitive The information collected by the library is accessible to Temple Libraries' librarians, staff, and administrators who need access to the
Busaas information in the course of their work

4) Does the library share the information?

Statistics generated from chatico-browse, email, and IMs may be used for official reports or publications of the Temple University
Libraries. However, information about specific individuals (e.g. IP address, E-Mail, names, phone numbers, etc ) will never be shared
outside of the Temple University Libraries except as may be required by law.

5) What choices do users have about the collection, use, and distribution of their information?

Any patron may request to have their chat or IM transcript deleted by contacting the Libraries' Reference and Instructional Services
department. Users will need to provide their name, email, andlor IM account name along with the date and approximate time their chat
started in order to help identify the correct transcript. [Contact du, or 2

Muzm [O=sA. [ Fm A % 3 Privacy,

(32! 5) Temple LhEI=A{2Ee] ZRIO|HA| H2H 51H3%)

32) Temple university library virtual references services privacy guidelines,
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TE, SEEMBEC] FHE £ Mg AlF3H= North NCknows' 3 9} 7ho] #580] F4-0]
Rl OFE @Y ANl AaAEe T4 Bevh o

(Y )L 237 53] gt adEo]
3= Association of jesuit colleges & universities®] Z#H[o]X] SPHCO R tjsh7F F& AH[ A9
22 dgx & &

A AJCU Virtual Reference Project - Microsoft Internet Explorer

IO ENE ) ) EAD =8BH
Qz-© - [® D Oza Josrnm @

AJCU Virtual Reference Project
Participating Librari
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Live
Help

Use this LiveHelp button o inifiate a raining chat as a patron.

a CECEET
TIANR. € 6 o [WEsi9Chat.. |G ENZZDN. [GHSA1-82 [ Associaton,. 3 AICU Virual AER QG MO\ 2215

{2l 6y Association of jesuit colleges & universitiese| &=7|8HH ¥)

<http://Nibrary temple.edu/about /vil/privacy. htm [cited 2006. 6. 57.
33) Boston library Consortium homepage, <http://www.blc.org/247/247Welcome.html) [cited 2006. 6. 6].
34) NCknows Homepage, <http://ncknows.org/partlibhtm) [cited 2006, 6. 6].
35) Association of jesuit colleges & universities Home page,
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<http://www library georgetown.edu/ajcu_vr/index htr # Mission) [cited 2006, 6, 8.
36) Pauline Lynch, “Manageing Growth for AskA Services,” Digital Reference Service in the New Millennium,
(New York : Neal-Schuman Publishers, 2000), pp.89-90.

_95_



22 F=EA - ARSI (A37E AB 3)

A, AP 17ge] ATl Al

&)
oA, Salge] el Al

5, ANIAE AlFe] A1 A FaE g P50 AR 190 A ¢ S AEAe

AP ZIRA A 71 A AT BRI ARAAT A IS
= Zlo] WS ofsh 2 AL AZS PF A0 WA NSE HAs PR
4

ASAE AT 5 Irke ol glov] LA olgleli= ke Anl §IRE e 5 glof
a8l whH

Qe = s A ATke] kg o R E offy] o] o TSl dAjtele] FEoE
MU g Algsls F9Y X" FaEARE B9l s dshs Wikt
55 2 A E digh FolE Aol o] A AP oY FEA R A
H 0] AlgS 918 A0E An|2e] F3e} Ao
H2 Al AZE 9, 28y AAE AAshe Aol o

AAZE FIANAE FEehs ARE v 22 B4 5YE e davt o

AR, AFHCE ANAE FYsEE oA

A4, FaAE d58al WEA ARE e F e Uy

A, IAAN 2 7]58] SA]

A, A7 AHEY

oA, ARl gk FRg <] 59

EARE FARBAAG] ol%h 22 ST A4S 2F & YEE UG A4, 19
5l R T B 3RSk 2SS9 A &5 /1912 ek AEE Bt

A, AT

FMeh Albertatshe] Weir §ete d4& EQ o] e AAE H33)
ANTF A G A FTFOEN AU L8] Sae] mE o85S B

= Al
oo =
E

3
o 5 QIgiTh o

mr>

37) Steve Coffman Ihid,, p.35.

38) A, AATET, ph3.

39) Steve Coﬁman, 1bid,. pp.53-55.

40) Chat Reference Service-year 2 report, September 1, 2002-April 30, 2003, University of Alberta,
{http://www library.ualberta.ca/ereference/chatref year? pdf) [cited 2006, 5. 1]
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41) 33 &, AA=L, p.bo.

42) &9, AAET, pSl

43) Pauline Lynch, Jhid, p.89.

44) Marc Meola and Sam Stormont, bid., p.135.
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