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Abstract

The real-time digital reference service is

valued by most academic librarians in United

States. To make the collaborative real-time

digital reference service viable in academic

library service, the libraries need to understand

the information seeking behavior of potential

users and to train the staff well. The

participating libraries also need to coordinate

the following issues in advance: quality control,

question routing, network standards, cultural

and political sensitivities, communication,

copyright, and marketing.

Keywords: Live Virtual Reference;

Collaborative Real-time Digital Reference

Service; 24/7 Reference Services; Academic

Libraries; Distance Education

Collaborative Real-time Digital Reference Services in Academic

Libraries

Shiao-Feng Su

* 

(Assistant Professor, Graduate Institute of Library and  Information Science, National Chung-Hsing

University)



2

1 4 2004.3

92 12

57%

University of Michigan at Ann Arbor

7% 1

Virginia Commonwealth University

18

2

3

12

Lessick

4

5

24

6

Janes

Instant Messaging

Migration

7

Collaborative Real-time Digital Reference

Service



3

Virtual Reference,

Digital Reference Electronic Reference

1990

1980

8

Real-Time

Chat Reference

Voice over IP Video Conference

Live Web-based Video

Conference Digital Reference Service

9

Push

Powerpoint 

Co-browsing



4

URLs

VoIP

7 10 2003

3 30

12 57 7 39

11

12

98%

56% 41%

13

Ferguson Bunge

14

1 4 2004.3



5

15

2000 16

Collaborative Digital

Reference Service CDRS

16 CDRS

Local Library

Regional Library System

CDRS

2000

2002

6 OCLC

CDRS QuestionPoint Collaborative

Virtual Reference [www.QuestionPoint. org]

18

400

24/7/365 19

2000

20

2001



6

24/7 21

78 63 22

23

23

Community

College

24

24/7 Reference 

LSSI

25

2002

30

26

24/7

24/7 24/7

7

12

3 12

4

7

7

6 24

24/7

1 4 2004.3



7

LSSI

Library Systems & Services, L.L.C

24/7 Web Reference Center

27

ALA Reference and User

Services Association 2004

Guidelines for Behavioral

Performance of Reference and Information

Service Providers 28 2002

65%



8

29 ALA

Coffman

30

Algorithms

CDRS

QuestionPoint

U.S. Supreme Court

31

Question Routing

Nardi and O Day

Information Therapy

32

33

34

1 4 2004.3



9

35

Multitasking

36

Ercegovac

24/7

37 Gray

38

Ready for Reference

Sloan

R e a d y

Reference



10

39

40

41

outsourcing

1 4 2004.3



11

QuestionPoint

Peer Monitoring

42

43

McClure

44

Powerantz Delphi

Study

15

45

1 2

3

4 5

6 7

8

3

7



12

QuestionPoint 

24/7

OCLC 2001 OCLC

24/7

24

Corne l l

University Libraries 2001

24/7 46

24/7

Ready for Reference

5 1

43.7%

8 12

3

47

48

1 4 2004.3



13

49 2003

10%

300 10

50

Ronan

51

52

BBS



14

14 15

40 45

5 6

53

43%

54

1 4 2004.3



15

S e a m l e s s

Languages

1 Gosling, William A. To Go or Not to Go?

Library as Place. American Libraries

31:11 (2000): 44-45.

2 Harless, D. W., and F. R. Allen. Using

the Contingent Valuation Method to

Measure Patron Benefits of Reference Desk

Service in an Academic Library. College

and Research Libraries 60:1 (1999): 56-69. 

3 DiMarco, S., and S. Van Dam. Late

Night in an Academic Library: Issues,

Concerns ,  P lanning . Library  and

Archival Security 14:2 (1998): 7-23.

4 Lessick, Susan. Transforming Reference

Staffing for the Digital Library. p. 33.  In

Lankes, R. David, John W. Collins III, and

Abby S. Kasowitz. Ed., Digital Reference

Service in the New Millennium: Planning,

Management, and Evaluation. New York:

Nearl-Schuman, 2000. pp. 25-36.

5 Coffman, Steve. Distance Education and

Virtual Reference: Where Are We Headed?  

Computers in Libraries 21: 4 (April 2001):

20-25.

6 Young, Jeffrey R. Distance Education

Transforms Help Desks Into 24-7

Opera t ions . Chronic le  o f  Higher

Education 46:38 (2000): A49.

7 Janes, Joseph. Why Reference Is about to

Change Forever (but Not Completely). In

Lankes, R. David, John W. Collins III, and



16

Abby S. Kasowitz. Ed., Digital Reference

Service in the New Millennium: Planning,

Management, and Evaluation. New York:

Nearl-Schuman, 2000. pp. 13-24.

8 Lam, Kwan-Yau. Exploring Virtual

Reference: What It Is and What It May

Be. p. 31. In Lankes, R. David, Charles

R. McClure, Melissa Gross, and Jeffrey

Pomerantz. Ed., Implementing Digital

Reference Services: Setting Standards and

Making It Real. Neal-Schuman Publishers,

2003. pp. 31-39.

9 

32

91 6 562-63

10 Marsteller,  Matt ,  and Paul Neuhaus.

Providing Chat Reference Service :

S u r v e y  o f  C u r r e n t  P r a c t i c e s . I n

Implementing Digital Reference Services:

Setting Standards and Making it Real Ed.

by R. David Lankes, Charles R. McClure,

Melissa Gross, and Jeffrey Pomerantz. New

York: Neal-Schuman, 2003. pp. 61-74.

11 White, Marilyn Domas, Eileen G. Abels,

and Neal Kaske. Evaluation of Chat

Reference Service Quality: Pilot Study.

D-Lib Magazine 9:2 (February 2003).

http://www.dlib.org/dlib/february03/white/

02white.html

12 S c h o s t a g ,  S . ,  a n d  A .  L i p o w .

Ann Lipow s Workshop: Are You

Ready for  Digi ta l  Reference? DF

Revy 25:4 (2002): 95-96.

13 10 p. 66.

14 Ferguson, Chris D., and Charles A. Bunge.

Based Reference Service for the Largely

Digital Library. College & Research

Libraries 58:3 (May, 1997): 252-65.

15 Kresh, Diane Nester. Libraries Meet the

World Wide Web: The Collaborative

Dig i t a l  Re fe r ence  Se rv i ce . A R L

Bimonthly Report 219. December 2001.

http://www.arl.org/newsltr/219/cdrs.html

16 LC CDRS 16

The National Agricultural Library, the

National Library of Australia, the National

Library of  Canada,  the Smithsonian

American Art Museum, the University of

Texas at Austin, Cornell University, Santa

Monica Public Library, Morris County (NJ)

Public Library, the Peninsula Library

Sys tem of  the  bay  area  in  nor thern

California, University of Washington,

Vanderbilt  University, Arizona State

Univers i ty,  Univers i ty  of  Southern

California, Metropolitan Cooperative

Library System (Los Angeles area), Ask

ERIC, and The EARL Consortium (UK).

Available from http://www.loc.gov/rr/

history. html

17 15

18 http://www.loc.gov/rr/digiref/history.html

1 4 2004.3

A

The Shape of Services to Come:Values-



17

19 http://www.oclc .org /ques  t ionpoin t /

defaul t ,h tm

20 Quint, Barbara. QuestionPoint Marks

N e w  E r a  i n  Vi r t u a l  R e f e r e n c e .

Today, June 10, 2002. available from

http://www.infotoday.com/newsbreaks

/nb020610-1.htm

21 http:/ /www.lis.uiuc.edu/~bsloan/r4r.

final.htm

22 Sloan,  Bernie.  Collaborat ive Live

Reference Services. available from

http://lis.uiuc.edu/~b-sloan/collab.htm

23 KnowItNow Project (http://www.cpl.

org/vrd/learnmore.html). Coffman, Steve.

Going Live: Starting & Running a Virtual 

Reference Service. Chicago: American

Library Association, 2003. p. 29.

24 10 p. 72.

25 Ronan, Jana Smith. A Guide to Live Virtual

Reference Services. Westport, CT: Liraries

Unlimited, 2003. p. 46.24/7 2004

OCLC

26 

27 Tenopir, Carol and Lisa Ennis. A Decade

of Digital Reference, 1991-2001. Referen

ce& User Services Quarterly 41:3 (Spring

2002): 264-74.

28 http://www.ala.org/ala/rusa/rusaprotools/

referenceguide/guidelinesbehavioral.htm

29 Janes ,  Joseph . Digi ta l  Reference :  

Reference Librarians Experiences and

Attitudes. Journal of the American

Society for Information Science and

Technology, 53:7 (2002): 549-66.

30 Coffman, Steve. What s Wrong with

Col labora t ive  Dig i t a l  Refe rence?

American Libraries 33: 11 (December

2002): 56-58. p. 57.

31 30 p. 56.

32 Nardi, Bonnie A. and Vicki L. O Day.

Information Ecologies: Using Technology

with Heart. Cambridge, Mass.: MIT Press,

1999. p. 80.



18

33 Davenport, Elisabath, Rob Procter, and Ana

Goldenberg. Distributed Expertise:

R e m o t e  R e f e r e n c e  S e r v i c e  o n  a

Metropol i tan  Area  Network . The

E l e c t ro n i c  L i b r a r y .  1 5 : 4  ( A u g u s t

1997): 271-78. 

34 Gray, Suzanne M. Virtual Reference

Services  Direct ions  and Agendas .

Reference & User Services Quarterly 39:4

(Summer 2000): 365-75. 

35 33

36 10 p. 73.

37 Ercegovac, Zorana. Collaborative E-

reference: A Research Agenda. Paper

presented at  67th IFLA Council  and

General Conference, Boston, August 16-25,

2001. 

38 34

39 Sloan, Bernie. Ready for Reference:

Academic Libraries Offer Live Web-Based

Reference: Evaluating System Use.

available from http://www.lis.uiuc.edu/~b-

sloan/r4r.final.htm

40 Wathen, C. Nadine and Jacquelyn Burkell.

Believe It or Not: Factors Influencing

Credibility on the Web. Journal of the

American Society for Information Science

and Technology 53: 2 (2002): 134-44. 

41 Pagell, Susan A. The Virtual Reference

Librarian: Using Desktop Videocon-

ferencing for Distance Reference. The

Electronic Library 14:1 (February 1996): p. 

23. 

42 http://www.loc.gov/rr/digiref/QP_best

_practices.pdf

43 Library of Congress, Global Reference

Network http://www.loc.gov//rr/digiref/

44 McClure, Charles R., R. David Lankes,

Melissa Gross, and Beverly Choltco-

Devlin. Statistics, Measures and Quality

Standards for Assessing Digital Reference

L i b r a r y  S e r v i c e s :  G u i d e l i n e s  a n d

Procedures. Syracuse, NY: Information

Institute of Syracuse School of Information 

Studies, Syracuse University, 2002.

45 Pomerantz, Jeffrey, Scott Nicholson, and R.

David Lankes. Digital Reference Triage:

Factors Influencing Question Routing and

Assignment. Library Quarterly 73: 2

(April 2003): 103-20. 

46 Saunders, Laverna. Building the Virtual

Reference Desk. Information Today 18:3

(2001): 25-27.

47 39

48 Coffman, Steve. Going Live: Starting &

Running a Virtual Reference Service

Chicago: American Library Association,

2003. p. 75.

49 48 p. 73

50 48 p. 91.

51 25 p. 165.

52 48 pp. 78-88.

53

87 pp. 42-44

1 4 2004.3



19

54 Sloan, Bernie. Service Perspectives for

the Digital Library Remote Reference

Services. Library Trends 47 (Summer):

117-43. Rettig, James. Future

Reference Sired by a Hurricane,

Dam d by an Earthquake. Reference

Librarian 54 (1996): 75-94.


