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QuestionPoint VisionQuestionPoint Vision

• Help libraries provide professional 
reference service to users anywhere, 
anytime, through collaborative, web-
based networks of libraries.



The QuestionPoint SolutionThe QuestionPoint Solution

QuestionPoint combines a local reference solution 
with a global reference resource sharing network to 
provide a cooperative, comprehensive, and cost-
effective service. 

– Collaborative digital reference service 
– Professional reference to users
– Affordable to start and maintain

• Built by librarians for librarians.



Libraries can easily incorporate 
QuestionPoint to…
Libraries can easily incorporate 
QuestionPoint to…

Interact meeting their patrons, where they are and 
using the most appropriate and current 
technologies.

Cooperate among their reference staff, existing 
reference consortia and with their 
professional peers worldwide.

Build shared resources, experiences, and pathways 
to previously inaccessible expertise.

Manage your local reference services – defining your 
participation in reference networks, generating 
statistics, and identifying trends



By TypeBy Type
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Countries with QuestionPoint users:Countries with QuestionPoint users:

• Greece
• Sweden
• Norway
• Germany
• Canada
• Switzerland
• Netherlands
• Australia
• United States
• South Africa

• China
• Taiwan
• Japan
• Slovenia
• United Kingdom
• Belgium
• Denmark
• Mexico 
• Korea
• Brazil



Reference ImplementationReference Implementation
• Defining the Need & Shaping the Vision
• Implementing and Integrating
• Telling the World
• Assessing and Adapting



Defining the Need and 
Shaping the Vision 
Defining the Need and 
Shaping the Vision 
• Understand the Landscape
• Patron Needs

– Where are the users?
– What technologies are they using?
– Who are the patrons?

• Library Issues
– Reference workflow management
– Cooperation
– Technical standards
– Quality standards and best practices

• Establish Goals, Objectives, Evaluation Criteria 
• Define Milestones/Processes for Assessment



Know the EnvironmentKnow the Environment

• Recent Info from http://cyberatlas.internet.com

http://cyberatlas.internet.com/


Learn About Your UsersLearn About Your Users

• OCLC Harris Interactive Study on Information Habits of 
College Student
– www2.oclc.org/oclc/pdf/printondemand/informationhabits.pdf

• The 2003 OCLC Environmental Scan: Pattern 
Recognition
– http://www.oclc.org/membership/escan/default.htm
– This report was produced for OCLC’s worldwide 

membership to examine the significant issues and trends 
impacting OCLC libraries, museums, archives and other 
allied organizations, both now and in the future.

http://www2.oclc.org/oclc/pdf/printondemand/informationhabits.pdf
http://www2.oclc.org/oclc/pdf/printondemand/informationhabits.pdf
http://www.oclc.org/membership/escan/default.htm


The Role of TechnologyThe Role of Technology

Supporting your Pursuit of the Vision



Knowing Your PatronsKnowing Your Patrons

• Patron and Traffic Assessment 
– Web logs 

• Browsers
• OS
• Navigation patterns

– Patron surveys
– Online research







Meet your Patron on Their TermsMeet your Patron on Their Terms

• Interaction Technology
– Email
– Web forms
– Chat
– Phone
– Fax
– Etc.







Plan to SucceedPlan to Succeed

• Library Workflow Tools
– Question management
– Reporting
– Knowledge bases
– Email, chat, phone, scanners, etc.

• Logistics
– Communications
– Experience Sharing
– Training

• Policy
– Evaluation
– Schedules





















Challenge the “Known” and LeadChallenge the “Known” and Lead

• Multi-type Collaboration
• e-Learning
• Talking Book Centers
• WorldCat and Google







Integrating within eLearningIntegrating within eLearning



QP/CMS Research Project
Background
QP/CMS Research Project
Background
• Concept:  a direct link to QuestionPoint from a 

Course Management System (CMS) course 
page

• Various types of colleges and universities 
participating 
– Mix of seasoned and novice QP users
– Courses from variety of disciplines 
– Using chat, enhanced chat and e-mail

• Link implemented manually
– For tracking purposes a special QP form was used for 

each individual course
– Form used one of the 10 variable fields as an identifier



QP/CMS Research Project
Statistics
QP/CMS Research Project
Statistics
• Basic statistics:

– Eight institutions are participating
– 2-8 classes per institution; most have 2-3
– Enrollments range from 10-150 students; 

most are 15-30 
– Usage in November:

• High = 50 questions (institution marketed to 
students)

• Low = 1 question (institution did not market to 
students)

• All institutions have seen some activity 
– Most questions come in the afternoon or 

evening



QP/CMS Research Project
Results to date
QP/CMS Research Project
Results to date

• Usage highest where library marketed 
directly to students
– In class demonstration
– Newsletter article 

• Students who have used QP/CMS link 
“love it”
– Started using QP for courses without the link

• Librarians find the program useful, want 
to expand its reach





Talking Book PilotTalking Book Pilot

• Providing Reference for the Visually Impaired 
and Physically Disabled

• Live Help
– Reaching new users and building new relationships
– Voice Over IP
– 12 State Cooperative Effort

• Use eResources to:
– Define appropriateness
– Understand cooperative sharing and service issues

• http://www.infoeyes.org







• Ask A Librarian



Telling the WorldTelling the World

Promotion and Marketing





Assessing and AdaptingAssessing and Adapting

Reporting Tools and Data are only helpful 
when used, reviewed, and acted on to 

enhance quality and support your vision











Learning More…Learning More…
• Visit the OCLC Canada booth to learn more about QuestionPoint 

and see a demonstration
• OLA Presentation

– http://www.questionpoint.org/
• Joe Janes’ 5 steps to making your reference service better

– http://questionpoint.org/education/conferences/fabr_expertise.html
• 2004 ALA Virtual Reference Symposium

– Posting announcement coming on DIGREF
– http://www.questionpoint.org/
– http://www.oclc.org

• D-Lib Magazine: Special Issue on Digital Reference
– http://www.dlib.org/dlib/february03/02contents.html

• Web Statistics – CyberAtlas Stats Toolbox
– http://cyberatlas.internet.com/big_picture/stats_toolbox/article

http://www.questionpoint.org/
http://www.questionpoint.org/
http://questionpoint.org/education/conferences/fabr_expertise.html
http://www.questionpoint.org/
http://www.questionpoint.org/
http://www.oclc.org/
http://www.dlib.org/dlib/february03/02contents.html
http://cyberatlas.internet.com/big_picture/stats_toolbox/article
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