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QuestionPoint Vision

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



The 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...

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
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Countries with QuestionPoint users:

« (Greece

e Sweden
 Norway

e« Germany

« Canada

e Switzerland
e Netherlands
e Australia

e United States
e South Africa

China

Taiwan

Japan

Slovenia

United Kingdom
Belgium
Denmark
Mexico

Korea

Brazil



Reference Implementation

 Defining the Need & Shaping the Vision
* Implementing and Integrating

 Telling the World

» Assessing and Adapting

{I}E: I| ‘ ‘ Waorking on behalf of libraries



Defining the Need and
Shaping the Vision

 Understand the Landscape

o 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

@Sﬂuestiu nPoint




Know the Environment

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

zlohal Online Populations

Worldwide Internet Population 2002:
604,111,719 (CIA's World Factbook)

Projection for 2004:
F09 1 milion (eharketer)

655 mllicn (T 245 mallion (Computer Industry Almanac)
. ISNPs
Population Internet Users . .
Nation (CLA's Wotld (C14's World it e (Lla's
Factbook) Factbook) (MielsenfiMetRatings) W orld
Facthook)
Canada 21.9 million 16.84 tmllion 8.8 million T
Mexco 102 4 million 2.5 milhon IS o1
A 10,35 million .57 million
thit3 Rl 1o mibon | o cenMetBatings) | (August 2003, st home) e
ot 21.81 milion
Uhfied Fasdi 598 millon| ﬂi;ﬂ; (August 2003, home & <400
wotk)
- 1 182,13 mallion 126 96 million
Uhiise ilies 2803 milhon | - iNetRatings) | (August 2003, athome) 700
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http://cyberatlas.internet.com/

Learn About Your Users

 OCLC Harris Interactive Study on Information Habits of
College Student

— www?2.0clc.org/oclc/pdf/printondemand/informationhabits. pdf
« The 2003 OCLC Environmental Scan: Pattern

Recognition

— http://www.oclc.org/membership/escan/default.ntm

— 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 Technology

Supporting your Pursuit of the Vision

Waorking on behalf of libraries




Knowing Your Patrons

e Patron and Traffic Assessment

— Web logs

 Browsers
« OS
« Navigation patterns

— Patron surveys
— Online research
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& Exhibitions near you! i gy {:. 20c7, J;n
. | y f Ameri n.-trt
Education JOIN US AT THE CAMPFIRE! 8 e

EXPLORE PLAINS INDIAMN CULTURE
Study Center WITH ARTIST GEORGE SATLIN

Calendar

. - b Helios
Membership : . Our Online Photography Center

Museum Shep
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o Highlights from the Smithsonian

) American Art Museum
®
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\.g j_l 3 ) L

Museumn Info

Press Room

Everything you wanted to know
about art, but were afraid w “kl

“...a party at every click™
Forbes Magasine

Smithsonian American Art Museum
Highlights | George Catlin | 1001 Days & Kights of American Art

Helios | Renwick Gallery -
q | _’|—I
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Meet your Patron on Their Terms

* Interaction Technology
— Emall
— Web forms
— Chat
— Phone
— Fax
— Etc.



a Baylor University Libraries - Microsoft Internet Explorer
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J File Edit ‘iew Favorites Tools Help

J Back ~ = - () ot | ‘Qisearch  [EFavorites  Media 4 | BN S B

J Address I@ hikbpe a3, baylar .edujLibrary

~=H ¥ Ask A
~| @eo Librarian

J ‘Y" &~ ‘il [Search v|| (&)~ Messenger g Autos + [T Health ~ B8 Movies ~ [F~ Bookmarks @'My Yahoo! - b
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BAY.LOR
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Lighiling the Ways of Fime
1IN YRS
Anniversary Website

2 BearCat Library Catalog » Bibliographies and Handouts
v General Library Information 3, Ask a Librarian

»» Beyond the Library »» Library Development

x» Library faculty positions 3 What's new

»» Libraries and Library Units »» Electronic Resources
IJump to Library or Unit.... ;I

I Jump to resource... I

| | Search for Rezource

Web Survey and Focus Group Results

EU Home Search Comments

Moody Memarial & Jesze H. Jones Libraries

Contact: litanpwebmaster@bayior.edu
Baylor University Libraries | PO Box 97148 | Waco, TX FETFIE-T148 | 264.710.2112

Copyright @ Baylon® University. all rights rezerved. Trademark information.
Baylordniversity, Wraca, Texas TEY9E 1-800-BAYLOR-U

Carntarmbar 42 2000 AN-TT Akd j
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3 Baylor University Libraries -- ¥irtual Reference Service - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

=121 x|

J HBack = = - @ il | @Search [3e] Favarites @Media @ | %v =8
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B
Ask A

J Address I@ hitbp: a3, baylar .edujLibrary ElecRefServicefersservice, htm

~| @eo Librarian

| 22 ¢ -|<]

v|| (Zi™ Messenger g Sutos + [ Health - B8 Movies - [UF] Bookmarks @My Yahoo! -

>

ﬂj Done

Welcome to Baylor Libraries' Virtual Reference Service
Need Help? Ask a Librarian!

Information about our Electronic Reference Service

Ask a Librarian

E-mail Us Call Us
@ _—
Bear ID Required

2 PM -8 PM, Monday-Thursday
2 PM -5 P, Friday

24 hoursiday,
7 daysfweek

Library hours

Ask Using Enhanced
Communication

Enhanced communication allows
application sharing and co-
browsing databases and websites
with assistance from library
personnel.

Requires Browser plug-in
Flug-in Requirements:

o Windows 95, 98, NT, 2000,
or XF

o Mlicrosoft Intermnet Explorer
.0+

« MNetscape Mavigator 4 only

Thinhar varcinne nnt

If no one is available to assist you
onling, you may submit an e-mail
question. E-mail questions may be
submitted at any time and is
monitored only when the library s
open.

Bear ID

E-mail a question

Bear I & pasaword required

Guest
E-mail a question

zeneral info
254 7102122

Fine Arts
254 710 2164

Government Documents
254 710 2157

Robert Browning & Elizabeth
Barrett Browning
254 7103566

Science and Engineering
254 7102328

Social Sciences & Humanities

S A TAM A ST

C [ [ mternet




Plan to Succeed

e Library Workflow Tools
— Question management
— Reporting
— Knowledge bases

— Emall, chat, phone, scanners, etc.

e Logistics
— Communications
— Experience Sharing
— Training
e Policy
— Evaluation
— Schedules



The Library of Congress

(zet It Online . . . Words, Pictures & Sound

American Memory z_-. *.  THOMAS
U5 History and Culture r 4 “1 Legislative Information

? ‘ International Horizons "h*"':!‘ Exhibitions

Gateway to the World Online Galleries

’S‘ America’s Library

Fun for Kids and Families

Mare Online Caollections...

Find I ... Especially For ... Information & Services

» Search Our Catalogs * Hesearchers (©) Us Copyright Office
* Advanced Search * Law Researchers < NDIPE

 Regearch Centers » Librarians & Archivists A

" ndexA-Z - Teachers » Aboutthe Library

» Site Map * Publishers «Wisit | Tour
» Ak g Librarian * Persons with Disahilities - Philanthropy

e 1 B o = Blind Persons « Johs | Fellowships
» Today in History e
aeptember 30

News & Bvents

Matiohal Book Festival, Ot 12
Event celebrates books & authors

‘_"

Remembering September 11
9 11 Exhibition, concerts, VWeb archives

| Mew Concert Season
= Clagsical, jazz, gospel, folk & moare

|:| Complete Mews & Events

The Library of Congress contact s

Flease Read Our Legal Motices




'; Home Page: American Memory from the Library of Congress - Mi

File Edit Miew Favarites  Tools  Help

@merican

Memory

Today in History
Movernber 3

What's Mew

FAGIS

How To Wi

Copyright & Restrictions

Technical Infarmation

Chatwith a Librarian
M-F, 2-4 PM, EST

S o)l 2 2ile) = Q) &) | & &1 8] 4l &1 Q) Q) B 2 F1 [RYED sorem

Search

Search foritems across all collections

Learning Page
Teaching and learning with American
Memaory

Arnatican Mernary is a FEATURED COILLE ON
nateway to rich primarny TﬂURING

source materials -
relating to the history TURN-OF-THE-CENTURY

and culture ofthe
Inited States. The site
affers mare than 7
million digital items
fram maore than 100
histarical collections.

PHOTOGRAPHS FROM THE
DETROIT PUBLISHING
Search CoMPANY 1880-1920

example
aof the day:

Fourth of July

& Internet
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QR Q ! | Ra TN Librarian
| S bl e alls Bl o il olls ofls atin mhle J . heginning June 24

online reference service from the Library of Congress

Try the ¥irtual Reference Shelf for quick answers to many general questions.
Search the Library of Congress Web Site or Search the Online Catalogs.

Q indicates that chat service is available during designated hours (times are noted on each form).

Select a link below based an the subject of your inguiry.
Flease read our Reference Correspondence Policy

General Collections International Collections Special Formats & Genre

Business s:) O African/Middle Eastern American Folklife Center

American Mermaory S:)
Geography/Maps §

Humanities/Social Sciences S:) O Asian

Law 0 European

Manuscript S:)

Microform

Local History/Genealogy S:) O Hispanic {select 3 language )

Newspapers/Periodicals € - English
- E=parial
Science/Technology ¢ - Portugués

Maotion Pictures/Television g:)

Music/Performing Arts

Prints/Phatographs €

Rare Books/Special Caollections

Fecorded Saund S:)

E A BEBSN




Ask a librarian...

ket imns
Ploase resd the following befors you begin

w Youd will recaive & reply within five business daye

& Thiz ask & Lioranan fomm uses QuestionPont, & global, colsborstres
eferance service. May we haus your permtsion to forserd you

jue=ztion outEide the Libbrary of Cong s iF necesessy snd bo archive
yOur question and CoETESpondng answer |'-.- j
4| personal nfomaton wil be removed prior o archiving

= Sea tha Ubrary af Congress pokcy on sacy for furtfier clarfic ot

mMonday through Frid

ZFollill - 400 FM
Easlarn Tirme
{mwoepk Fodoral | 15

Timilay i

Astensk {(* ) denotes requered Heald

Many gusshors sbouk the
Librari's Onling collections
CAM b snswdred By wsibeg
the Freguanily Askad

pacE for the
Jupstioe | appropnate part of the
wis fiild

(E—chilagr
-

IT you e an aror plagea
USE Tur Pt
= i F yonl wis
o 1 P i | meare soout ko e
ARSI S PBmOry
colctions werne creabed

sEsam TOF [ | .

. I I-r|_ - Wit the Tachinical

CELT: Selni o I e, [f your

di W |f-*"' — 'l ussTion & not sressned in
Lerwe the re=aurces h=ted abowe

flaasa usa the form on Ehis

AT :'--\.-. _I pag=




J File Edit Miew Fawvorites Tools  Help ‘-
J Back + = - ) at | Qisearch [E]Favorites  lfMedia ®| B S - ¥

| vddress [&) http: {fwww. questionpaint org/ ~| @eo

J N o - Q[Sear-:h web v|| (©)~ Messeriger @ Autos = [T Health ~+ @ Movies ~ (U]~ Bookmarks (@Y My Yahoo! + 9 Yahoo! = [ Mal » () Shopping ~ v

Librarian Lagon FPatron Logon Mews and Events Contacks Site Map I:I @ =
L] L]
QUEStlon POlnt T About Ordering Support

( .ooperaiive vit Tual 1 '@",.f" Crence Community Professional Development

Welcome to QuestionPoint.org, a dedicated resource for users of the QuestionPoint virtual reference
service. Here you'll find news and product updates, assistance for new and experienced users, and community
features that extend and enhance the collaborative nature of the service,

This site was recently redesigned to incorporate needs and suggestions librarians have shared with our
~ team. e hope you agree it's easier to use and more helpful than ever. We welcome your comments—please share
vour thoughts here,

What's happening?

Using QuestionPoint

Mew Users Advanced Users
Resources for those using QuestionPoint for the first  Learn about guidelines and standards, and benefit from Register for OCLC Virtual =
time, ather users., Reference events at the ALA
Midwinter 2004 Meeting
m Geft Started with QuestionPoint m Best Practices
» Implementation Materials m Success Stories Midwinter Program Info &
. . Registration
m FAQS m Promote ¥our QuestionPoint
B QCLC Syrmposium: The
Reference Reality Check
(01/03/Z004)
. . . B QuestionPaoint:
QuestionPoint Community Irnplementing Virtual
Reference Successfully
Get involved! Go here to get ideas, join a listserv and participate in user forums. (01/10/2004 2 01/131/2004)
B QuestionPoint Uzers Group
m Join the QuestionPoint listsery [01/10/2004]
m User group information Mews
m Make digital reference a -

21 Done [ [ &8 inrernat



| Community [QuestionPoint - Home] - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

J HBack » = - @ il | @Search [3e] Favarites @Media @ | %v = v ¥

J Address I@ hikkpe f e, questionpoint, orgfcommunity findes:., html
J ‘Y" ;_?;" Q[Search W'eh v|| &) Messenger g Autos + [T Health - B Movies - M" Bookmarks @My Yahoo! = "¥F ¥ahoo! = [~ Mail - f] Shopping = >

Librarian Logen Patron Logon Mews and Events Contacts Site Map I:lm ;I
QUEStIOHPOIHt _ About Ordering Support

C ooperarive virtual reference Community  Professional Development

4+ Home Horme @ Commaunity

suppert Community

Comnunity E

* QuestionPoint-L Cooperation is the result of people, opportunities, and a wilingness to get involved. This section provides the

opportunity -- wou supply the rest.

= User Groups

Professional

Development We encourage you to join, participate, and share your ideas on the latest developments in virtual reference, It's
About another way to make the most of QuestionPaint and its collaborative membership.

Ordering Join the QuestionPoint listsery: Sign up for the QuestionPoint listserv, where users around the globe share ideas on

implementation, management, and more.

LUser group information: Want to know more about past and future QuestionPaint user group meetings? Yiew
schedules for upcoming virtual sessions or browse an audio/video archive of past sessions.

Fegister for the private QuestionPaint forums: QuestionPoint users have their own private discussion boards for
sharing opinions, ideas, and tips.

.'i.l|:|||1rr|:| behalf of libraries Home Support Corrmunity Profeszional Developrnent About Ordering

Termsz and Conditions | Feedback | Contact Support | The Library of Congress Global Reference MNetwark | OCLC

omputer Library Canter
Zenter, Incorporatad,

C online
nputer Library

CQuestionPaoint is a service mark of ©CLC Online

&1 C [ [ mternet



; ome [0CLC] - Microsoft Internet Explorer

J File Edit Miew Favorites Tools  Help

dBack - = - () o | ‘Qsearch  [GfFavorites  EliMedia (4 | Eh- S

|
J address I@ http: f funa, oclc.orgf

-2 ¥

-Y? (_.’?;' Q[Search Web v“ (&)™ Messenger ¢ Autos ~ [7 | Healkth -~ B Movies - @B'Bnukmarks @'My Yahoo! - 8P Yahoo! - = Mal - @ Shopping =

F
site zp NI | Search

About O Mewsz and Events Mermberzhip Contacks Suppott

United S5tates

OCLC Online Computer Library Center

- - : OCLC Worldwide

The 20004 OCLC Eme

Pattern Recogr ® Select your countryfregion

® Regional contacts

Membership

. m OCLC Mermbers Council
Professional

Development

Products

Community
and Services

B Participating Institutions

B The 2003 OCLC
Environrmental
Scan: Pattern
Fecognition, a new
report for OCLS
mermber libraries

QLT SAPCON
Service Centar is
intraduced

m Cataloging
Partnears: A new
shelf-ready zervice

B DDC 22 in print
and WebDeweay —
order today!

ISeIectasenrice: vI

(=

o’

m Register now for
QLS events at
ALA Midwinter

web Info
Sessions: free,
online learning

Stu Weibel
intarviews Tirn
Berners-Les an
infarmation trends
and irmpacts

Active in digital
presarvation? Take
the PREMIS survey!

:i\ WorldCat: Window to the world's libraries

Librarian's Toolbox
m Bibliographic Farmats and Standards
m FirstSearch periodical titles

m More tools..,

Resources for
® Library and inforrmation zcience zchoals

B Buziness partners

Support, training
and documentation

Vorldwide | Careerz at O

@ http: f frw, ocle, orgfcormunits:

[ | |4 mternet




=¥ Community [OCLC - Home] - Microsoft Internet Explorer

J File Edit Miew Favorites Tools  Help

J = Back - = - @ ol | @Search [#] Favarites @Media @ | %- =] - ¥

J Address I@ hikkp: § v, oclc, orgf cormmmunityy

J ‘Y:' é’;' Q[Search Web v|| (Z)* Messenger g Autos - [0 Health - B3 Movies - @B" Bookmarks @M';.-' Yahoo! - 9P Yahoo! - [ Mal - @ Shopping =

About SCLC Mews and Events Mermbership Contacts Support iz =g _ ——— :
" ‘ a worldwide library cooperative

United States B Community O Products and Services O Professional Development O Research

4 Home Community

Comnnunity

= About the
Community

- Topics and trends

i Community

= Feedback

Librarians have a special passion for sharing ideas. In this spirit, we introduce the OCLC.org Cormmmnunity, a fusion of
knowledge, advice and camaraderie, This isn't about theory, but actual practice—a place to exchange ideas and discuss the latest
developments vital to libraries of every type and size. We encourage all visitors to participate, OCLZ mermbers and non-rembers

alike,

EXPLORE topics and trends » Ehis week in the
ommunity

Expert perspectives and a wealth of online and offline resources on three of today's
hiattest subjects: digitization, digital rights management and staffing. It's opinion and New report now available

best practices from those who know, e 2008 DL Enviranment Sean
Pattern Recognition =

JOIN the discussion »

Share wour thoughts on the abowve topics and trends, or start your own discussion,
Enter the discussion forums now, or learn how to register

Guest perspective:
Grace Agnew

GET INVOLVED with a group or meeting »

[ |_|_|ﬂ IIntelr.nn;t |




<3 OCLC Discussion Forums - Microsoft Internet Explorer -0l x|

J File Edit Wiew Favorites Tools  Help i

J = Back - = - @ it | @Search [3e] Favarites @Media @ | %v = - ¥
J Address I@ https fiforums, ocle, orgfidealbbfdef ault, asprratD=68session D=4380B0C 061 3C46A6A0F 2ADS4EAEATDIEA j @GD
J ‘Y? ﬁ* Q[Search Weh v|| (21~ Messenger o Autos = [T | Health = HMDvies - m* Bookmarks @'My Yahoo! - "9% Yahoo! - [ Mal - @ Shopping - i

Search the board

I {% Seorch

OCLC Discussion Forums i Home | ¥ Private Messages: [0]

[ Logged in as: penkaj | Logout ] % Search | @ My Profile | % Help

ﬁ #» Home = # QuestionPoint Discussion Forum

M QuestionPoint Discussion Forum

Forum & DescHplion Topics Posts  Last Post

m QuestionPoint Features and Functionality
This general forum spans the topics of current features and functions
of QuesitonPoint, proposed new functionality, changes to exsiting 0 0 %’ Undetermined
functionality, and discussions on how the service can best mimic
reference librarian workflows,

m QuestionPoint Collaborative and Global Reference |
This forum covers the broader area of reference service in librarigs
and how the landscape has changed to allow institutions from around
the world to easily connect with one another, Collaboration in
reference services is now possible around the globe, This presents
new challenges for libraries and fir the patrons that they serve,

m QuestionPoint Chat and Real-time ¥irtual Reference
Join this forum to discuss issues related to the integration of chat
applications into your reference services. Talk about implementation, 0 0 %’ Undetermined
hours of operation, and other challenges in providing chat to your
patrons,

m QuestionPoint Question and Answer Knowledge Base
Discuss best practices for building and maintaining your local .
Knowledge Base and the Global Knowledge Base, Talk about growing J J %? Hndetermined
and using question and answer repositories,

] ] %’ Undeterrmined

QuestionPoint Discussion Exchange
Did not find a QuestionPoint forum that quite met your needs? Join a O %? Undetermined

@ Done I_ I_ I_ |4 Internet
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Challenge the “Known” and Lead

 Multi-type Collaboration
e e-Learning

« Talking Book Centers
 WorldCat and Google
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LT HIK LIEEAET =Y=21EM -L]hrur]ﬂlj;
W ot are: Wiouldn't it be great 10 ask a frusted expert your guastions, any tima of day or night? You're in luck — your local libeary now

wliur Bember Libranss e SrEACE % - i " - shy @ . F . 3 F y F e T sl
e r—— prondis rderEnce SEoncl over The wih, 25 wll 2% by phone and o the hbrarg's desk iisell

o B ITy 3 Ty

* Sttt Click an your local public library 1o get answars to your questions by e-mail or real-time chat:

# Tl

Hiean was puppont ibranss

* B Fublic Library

Mariagha Pubhe Library

Hirig Brsier Habhe Libearg

*Elachenie Fisdau resd = Brandon Public Libeary (Elizha 0. Smith Public Library) (Leon-Saxeills Township Library)
#Pybilly Belgtong - -
P araT—— * Campballspod Public Library Miordallo Public Library Plainfiald Public Library
*D0nling Catales #« Colorma Pubhc Library Meerah Public Library Hoy Sippr Pubbe Lrary
Lonbinuing Educgtion e - .
:-,- ?.:._.:,,__.__._J__"ﬁ_ _ = Endeavor Fublic Library Meshkom Public Library Princeton Public Libeary
S sag # Fond du Lac Public Library Morth Fond du Lac Public Librarg Redgranite Public Library
:r:_l:;‘ = w L=npgn Lake Fubhc Library (=pillrran Library) » Hipon Fublic Library
+idaimatieh & Falaiial Cemimiit (Casstecker Public Library) Crakefield Public Libraiy = ‘Wautorma Public Librarg
Larlabare

Hiasi “au Caf Swiged Vaur Libiam

Homis

# Hancock Public Library

& Fingslon Pubhc Library
(ill Pond Pubdic Library)

# Markezan Public Library

Cimirn Public Librarg
(Carter Memonal Librany)

Cishkosh Public Library
Cigfiord Public Library

Westfield Pulilic Library

(Ethel Everhand Memonal Libraryg)
Wild Roge Public Library
(Fatlerson Memanal Lbrany]

+ Packwaukir Pubhe Library # inngconng Fublic Library

| Saarch the Catalog |

&= a member of the Winnefox Library System, your library now offers direct e-mail reference senice and realtime chat
reference semice. This new featurs is made possible by Winnefox's pardicipation in & consofiom of tventy-ona Wisconsin
librares, Cormpriged of S pubhe hbranes, 14 college & unmersity branes and J asgences, [hes consarimm was crealed (o
offer wirual reference sempices.

Learch ths Winnsta: vash gre:

prumme oo

Seanch
Arpane with Inlerniel access rmay submil queshons by wsiting & Winnelar Library Systerm memiber wab sile and cheking 1hi
Ak Wisconsin Libranans icon. This will take you to a web page where you may send your question by e-mail or engage in
chat.

o SElec] éomil and a slafperson frorm a Winnefox rmegmber brary will answer your question saih an e=mall reply Send
us an e-rmail anytime day or night and well respond a5 soon as possible duking library hours

= Selact chat and ong of the Lsk Wisconsin Librarians staff on duty around tha stals will begn & chat session with you
to answer your question or help you find the information you nead. Realtime chat is aailable Monday-Thursday
11am-2 pm and Friday 1 prm - § pm. &s mora libranas sign up to participsts well be able to offer extended hours
beyond the nommal oparating hours of rmost libraries

Azk Wisconsin Librarians is & piled project designed to irdroduce Wisconsin loranes to QusstionPoint, & collaborative
riference Serack created by the Library af Congrggs and fhe Onling Cormpulter Library Cerder (OCLE), WuestionPaing helps
libraries wiork together 1o provide authortative snswers Do your guestions.




Integrating within eLearning
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QP/CMS Research Project
Background

o Concept: adirect link to QuestionPoint from a
Course Management System (CMS) course
page

e 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

e 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

@Sﬂuestiu nPoint




QP/CMS Research Project
Statistics

e 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

@Sﬂuestiu nPoint



QP/CMS Research Project
Results to date

* Usage highest where library marketed
directly to students

— In class demonstration
— Newsletter article

e 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

@Sﬂuestiu nPoint



"a InfoEvyes - Microsoft Internet Explorer

|,:J/ G0
e

r

InfOEyes

- L=k B Buestion Custorner Info Contact Us Participating Libraries Participart Info Electronic Resources

Welcome to InfoEyes!

Click here if you are a project participant for information
Contact us for more info

About InfoEyes

InfoEyes is a virtual reference and information community for the visually
impaired. This is a pilot project which will run from January-July 2004. The
preject includes 12 libraries in 10 states and is coordinated by lllincis
State Library Talking Book and Braille Service. Resources for the project
were provided by OCLC,

Ask a librarian to help you find information about absolutely anything! From
locating a list of symptoms for common eye diseases, to finding a
gingerbread cocokie recipe, our librarians can find the information you
need. You can chat live with us using text-chat, or email a question. Best
of all, you can communicate online with audio, hearing a librarian's voice
while we co-browse the Internet with you. The web pages we go to will
appear simultaneously on wyour computer screen. If you have a
microphone, you can als¢ speak to us; if not, you can type your questions
using text chat. If ho one is available, you can email your question!

T [ memet



Talking 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

e Use eResources to:
— Define appropriateness
— Understand cooperative sharing and service issues

e http://www.infoeyes.org



a Google Search: “benjamin franklin: An american life® library - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

J HBack = = - @ il | @Search [3e] Favarites @Media @

%v 5

-5 ¥

J Address I@ hkkp: e, google, comy'searchrhl=en&lr=Rde=UTF-880e=TF-380="%22benjamin-+fr anklin¥:34+An+american+ife %22 -Hibrary

j @GD

J ‘Y" ;_?;" Q[Search W'eh v|| {Zi™ Messenger @ Autos -+ [T Health - B8 Movies - M" Bookmarks @'M\; Yahoo! - %% ¥ahoo! - [~ Mail - ﬁf] Shopping -

>

Advanced Search  Preferences  Language Tools  Search Tips

GO Ug le I"henjamin franklin: An american life" | Google Search |

Weh Images | Groups | Director Mewrs
mearched the web for "henjamin franklin: An american life” library.

Findin a Library. Benjamin Franklin . an American life ...
Benjamin Franklin : an American life = By: Walter Isaacsaon = Publisher.
Mew York @ Simon & Schuster, @2003. - 1I5BN: 0534807610 ...

wannne weatldcatlibraries. orgdec padowe 523894901341 ddfa19afebd dalFes2B html - Similar pages

Benjamin Franklin : An American Life

Benjamin Franklin : An American Life. ... | give Benjamin Franklin An American Life by
Walter [saacson my highest recommendation of five stars out of five stars. ..

wannwe roveinglifestyle comfprod/0B34807610 html - 23k - Cached - Similar pages

Amazon.com: Excerpt from Benjamin Franklin . An American Life ...
... Books Ive Hecently Ordered for My Personal Library: A list ... Customers interested
in Benjamin Franklin : An American Life may also be interested in: Sponsored ...

wanni. amazon comfexeciobidosftgidetail! -NE34807E10M=glancelvimexcerpt - Bdk - Cached - Similar pages

Amazon.com: Editorial Reviews: Benjamin Franklin . An American ...

... Recent Purchased far My Librany: A list by K. Fisher ... Customers interested in Benjamin
Franklin : An American Life may also be interested in: Sponsored Links ...

wannw. amazon.comdexec/obidosftofdetail! -0B34807610i=reviews - B4k - Cached - Similar pages
[ More results from wwaee amazon. com |

Benjamin Franklin: Historiz BEooks
... Benjamin Franklin: An American Life by Walter |saacson. ... Jay Freeman
Copyright @ American Library Association. All rights reserved. ...

books. historywiz. orgfmoreinfo/benfranklin bt - 30k - Cached - Similar pages

ResearchChannel Programs
. Walter Izaacson Discusses "Benjamin Franklin: An American Life". YWalter

@ Done

Results 1 - 10 of about 7,440, Search took 0,18 seconds.

sponsored Links

"Benjamin Franklin"

Q0% off Wralter [zaacson bestzeller
Free S&H avail., order now! affil.
Armazon. com

Interest; m——

See your message here.

s
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3 Detailed Record - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

J HBack = = - @ il | @Search [3e] Favarites @Media @ | %v = ™ ¥

J Address I@ itk f e worldcatlibraries . orgfwcpafow/5d258949c 1 341 d4fal 9afebddaloesza, html

j @GD
J ‘Y" ;_ﬁ' A [Search Web |~ || {Zi Messenger g Sutos = [ Health - B8 Movies = [UF~ Bookmarks @ My ‘fahoo! = "¥% Yahoo! - [ Mai - f] Shopping - >
o ) O - -
(“~\ worldcat
Window to the world's librarfes

Benjamin Franklin : an American life

* By: Walter Isaacson

* Publisher: New York © Simon & Schuster, (©2003,

o [SEMN: 0684507610

Find libraries with the item

Enter a postal code, state, province or country I G':'l

WorldCat is provided by OCLC Snline Computer Library Center, Inc, on behalf of its mamber libraties,
@2001-2003 ©CLC, All rights reserved, | Terms 2 Conditions | Privacy Palicy
@ Done
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ocal Libraries - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

J HBack = = - @ il | @Search [3e] Favarites @Media @ | %v =h - ¥

J Address I@ hikbp: i worldcatlibraries .orgfwcpa)serylet 'WLAHOldingServlet; jsessionid=tsjahy 2781  onertzip=43065&0query=no%3A52000965&sessionid=tsjahy 2721 .onedrecno=1

J ‘Y" ;ﬁ"’ Q[Search W'eh v|| {Zi Messenger g Sutos = [ Health - B8 Movies = [UF~ Bookmarks @M\; Yahoo! - %% ¥ahoo! - [~ Mail - @ Shopping - >

About WorldCat | Help

~ .
5\ wortdcat

Window to the world's ffbraries

Benjamin Franklin : an American life

* By: Walter Isaacson

* Publisher: New York © Simon & Schuster, (©2003,
o [SEMN: 0684507610

OCLC LIBR Services:
« Connect to the catalog at OCLC LIBE * Ask A Librarian « Beguest item

Find libraries with the item

Enter a postal code, state, province ar country |43|:|55 G':'l

Find item at ... City State/Province Map Library Library
Country Info Type
Columbus Metropolitan Library Calumbus Ohio iz 1) Public
Delaware County District Library Delaware Chio Public
iDhio State University Calumbus Ohio i) 7 ) Acadernic
Southeastern Chio Reg Library Center Columbus Chio Public
Southwest Public Library Grove City Chio Public
Upper Arlington Public Library Upper Arlington Chio Public
Westerville Public Library Westervillle Ohio iz 7 ) Public
Wiarthington Public Library Wiarthington Ohia i) 7] Public
WorldCat iz provided by ©CLC Orline Computer Library Center, Inc. on behalf of its member libraries, |L|

8] Done C [ [ mternet



Telling the World

Promotion and Marketing

Waorking on behalf of libraries




3 King County Library System - Microsoft Internet Explorer

J File Edit ‘iew Favorites Tools Help

J Back ~ = - () ot | ‘Qisearch  [EFavorites  Media 4 | BN S B

-5 ¥

J Address I@ btk f e, kicls, orgf aallfpickerpage. cfm

| 22 2 -[<]

[Search v|| (L)~ Messenger & Autos ~ [© | Health - B84 Movies - |I:II|' Bookmarks @My Wahoo! = %P Yahoo! -

Kl

LIBRAR‘I’

Library Services

sFind Your Library

sPrograms,
Classes & Events

whsk 3 Librarian
sReserve a PC
sLibrary Cards
= cBooks

Good Reads

= Good Reads

= New Reads
sBook Clubs
Youth Services

w Homework Help

Klng County
ccunw Library System

Turn to us. The choices will surprise you. King County Library System, King County, Washingtaon.

KCLS Home

Library Catalog Databases Web Links

= Print This < Ernail This

When you need to know...

. Aska Llhrarlan

My Account

By Online Chat By Email By Phone
»Hidspage
sTeenfone el:inswer Email your Que;ﬁun to Call The Answer Line
wParents & Service Hours: Ask a Librarian o (425) 462-9600
- 24 hours a day Expect a response within ar (5007 462-9600
Eelitelyieis 7 days a week 24 hours, excluding Telephone Reference:
Library Resources weaekends and halidays. Monday-Thursday,
sefudio o Sarn-Jprm,
= Seniors For additional infarmation ﬂfk ulur speclallststa Friday Gam-Gpm,
EL/Litera ahout this semice RUsL 0L BOVemmED Saturday Jam-Spm,
e Question Sunday 1-5 pm
= Special
Collections KCLS provides legal resources
: E \‘\ ) and refarral infarmation. KCLS
‘w T LY does not provide leqal advice or
8] Done C [ [ mternet



Assessing and Adapting

Reporting Tools and Data are only helpful
when used, reviewed, and acted on to
enhance quality and support your vision

Waorking on behalf of libraries




=3 Reports - Microsoft Internet Explorer = =] x|

J File Edit ‘iew Favorites Tools Help |

J HBack » = - @ il | @Search [3e] Favarites @Media @ | %v =h - ¥

J fddress I@ itk f v, questionpoint, orgfors/servlet forg, ocle, admin, Reports; jsessionid=3jmaa 7mie 1 . one?&top=institutiondgphost=sp0Si0 1 & j @GD
J ‘Y" & ‘il [Search v|| (L)~ Messenger & Autos ~ [© | Health - B84 Movies - Iilll" Bookmarks @My Yahoo! = “¥F Yahoo! - e

Knowledge Base

Administration

QuestionPoint Support
- : Help e
Adm In IStratIon Exit Working on behalf of libraries

Institution Cooperative Groups
Home | Accounts | Passwords | Settings | Enhanced Settings | Surveys | Reports

Authorization: 100247244

Reports

History Current

Reports:

" Report by Librarian List
Report Level & Report by Single Institution
" Report by Single Librarian

@ our Chat is on -- Timeout is off, ’_ l_ l_lﬂ Internet



3 Report by Single Institution - Microsoft Internet Explorer - |5’ |5|

J File Edit ‘iew Favorites Tools Help |

J HBack = = - @ il | @Search [3e] Favarites @Media @ | %v = ™ ¥

J Address I@ hikbp: v, questionpoint, argforsfservlet forg, ocle, admin, Gener akeReport; jsessionid=3jm66 7moe] . onet&qphost=sp0Si01 & j @GD

J ‘Y" &~ ‘il [Search v|| (&)™ Messenger @ Autos + [T Health - B8 Movies ~ [Uf]~ Bookmarks @My Yahoo! - "¥F Yahoo! - b

==

Administration Knowledge Base

QuestionPoint Support
'] ] '] H <] I p
Ad m I n I S t ra tl 0 n Exit Working on behalf of libraries

Institution Cooperative Groups
Home | Accounts | Passwords | Settings | Enhanced Settings | Surveys | Reports

Authorization: 100247244

Report by Single Institution

Knowledge Base Service

Daily Report of Current Month {OCLC Training and Development - Institution Full Package)

History Current

Daily /Monthly Breakdown Stats:

Report Type 6/1 6/? 6/3 6/4 65 6/6 6/7 6/8 6/9 610 611 612 Total
Searches against Knowledge Base{Global) 0 4 1 1 4 2 0 0 3 1 7 8 31
Searches against Knowledge Base{local ONLIME
COMPUTER LIBR. CTR, INC) . 5 1 1 3 2 0 . 3 2 ! 8 32
Fecords Added to Database Manually{Local OMLINE
COMPUTER LIBR. CTR, INC) . 1 . 0 . . 0 . 0 . 0 . 1
Fecords Activated{Local OMLINE COMPUTER LIBRE CTE, 0 1 0 0 0 0 0 0 0 0 0 0 1
INC)
Ask Service B

@ our Chat is on -- Timeout is off, ’_ l_ l_lﬂ Internet



nstitution’s Survey Report - Microsoft Internet Explorer - |5’ |5|

J File Edit ‘iew Favorites Tools Help |

J Back ~ = - () ot | ‘Qisearch  [EFavorites  Media 4 | BN S oE - ¥
J fddress I@ itk f v, questionpoint, orgfors/servlet forg, ocle, admin, InstitutionSurveyReportjsessionid=3jmaa7mie 1  onetigphost=sp0Si0 1 & j @GD
J ‘Y" &~ ‘il [Search v|| (&)™ Messenger @ Autos + [T Health - B8 Movies ~ [Uf]~ Bookmarks @My Yahoo! - "¥F Yahoo! - b

Knowledge Base

Administration

QuestionPoint Support
. . Help .
Ad m I n I S t ra tl 0 n Exit Working on behalf of libraries

Institution Cooperative Groups
Home | Accounts | Passwords | Settings | Enhanced Settings | Surveys | Reports

Authorization: 100247244

Institution’s Survey Report

Survey Reports Survey Form

Select a Report:
You can view
summary results
from Chat
Surveys, Ask

Feports:|All Sureys

Surveys or All
All Surveys: 4 Surveys, in
Response add|t|Dlr'| to the
. Patron's
Negative Neutral Positive Question comments, by
or Mo orN/A  Or Yes selecting the
. . . . appropriate
1 0 3 This was the first time [ used this service: réj;:rujurtp
1 1 2 I received a better answer from this resource than [ would have found on my own:
1 1 z I received sufficient information in response to my guestion: | |
1 0 3 I received the answer in time to meet my needs:
1 5 0 I received an answer that helped me locate additional infarmation regarding my

question:

ﬂj our Chat is on -- Timeout is off, ’_ l_ l_lﬂ Internet



J File Edit ‘iew Favorites Tools Help

3 American Memory: Interim Page {Ask a Librarian: Library of Congress) - Microsoft Internet Explorer

J Back ~ = - () ot | ‘Qisearch  [EFavorites  Media 4 | BN S B

-5 ¥

J Address I@ hikbps v doc, gove e askalibf ask-rmemary  hkml

j @GD
J ‘Y" P AR A QI [Search

v|| (L)~ Messenger & Autos = [7 ) Health - B8 Movies - Iilll" Bookmarks @M\; Yahoo! - %P Yahoo! - [ Mal - »»

The Library of Congress == Ask a Librarian Home

s

an online reference service
from the Library of Congress

Before You Ask

Services we provide
o Assistance using the American Memory

collections and Library of Congress online
resources,

% Response within 5 business days

General questions can be answered using
) Wirtual Reference Shelf - a selected listing of free
Internet reference toals

Or try these Library of Congress resources
L American Memary Frequently Asked Questions

) LC Online Catalogs including PPOC and SOMNIC

% Thomas; LC Online Exhibitions; Global Gateway;
Today in History; and Guide to Law Online

¥ . ) Internet Resources for_drchives and Manuscripts
E}; Wisit American Memory and the
p— Library of Congress Learning Page

To report errors
% use our error report form

Search in |American Memary and Learning Fages j for | Search |
Mote: The above search will retrieve Web pages only.
Select this link to search american Memory digital items.

Ask a Librarian:

If wou have a reference question, proceed
to the online form; get answers via email

Some questions are better directed elsewhere:
© Local Public Libraries - most public libraries now
offer online services where you may find the
information you need.
Talk One-on-0One with a Librarian: % Local Eederal Depository Library - for copies of o

Monday through Friday printed governement documents and Congressional
2:00-4:00pm, Eastern Time documents from 1876-1973,

0 Mational &rchives and Becords Administration - for
census materials, military records, links to
bresidental libraries and arioinal aovernment ﬂ

C [ [ mternet



| earning More...

e Visit the OCLC Canada booth to learn more about QuestionPoint
and see a demonstration

 OLA Presentation
— http://lwww.questionpoint.org/
o Joe Janes’ 5 steps to making your reference service better
— http://questionpoint.org/education/conferences/fabr_expertise.html
o 2004 ALA Virtual Reference Symposium
— Posting announcement coming on DIGREF
— http://www.questionpoint.org/
— http://lwww.oclc.org
 D-Lib Magazine: Special Issue on Digital Reference
— http://lwww.dlib.org/dlib/february03/02contents.html
 Web Statistics — CyberAtlas Stats Toolbox
— http://cyberatlas.internet.com/big picture/stats toolbox/article

@Sﬂuestiunlﬁuint
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