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Challengesfor Libraries

* Image
o Patron desire for instant gratification

e Students and researchers use the Internet
Instead of libraries

o Satisficing

o Google processes 260 million web
searnches per day.



Whilethe Tools Have Changed...

. ... fundamental nature of librarianship has
not changed

« New technology and tools enhance
delivery of information

e New business models needed for the
virtual environment

o Skill set evelution necessary ...



Traditional Librarianship

Collection Development

Organization and Synthesis of Information
Networking/Collaboration/Cooperation
Adherence to Established Standards

Use of Trusted Sources

Creation of Products in Anticipation of Needs

Knowledge of and Ability to Use Tools of the
Trade



So LibrariesMust ...

e Redefine the role of librarians and
libraries In the Internet age

e | everage the worldwide community of
librarians and libraries

o Use traditional strengths to build new
programs



L C Goes Digital

1990 - Internet connection established

1992 - First online exhibition

1993 - Internet access to Online Catalog

1993 - Library begins answering email inquiries
1994 - First Library ofi Congress \Web Site
1995 - American Memory Digital Collections
1995 - THOMAS Legislative Web Site

2000 - America’s Library \Website

2002 - Ask a Librarian Service
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E-Referenceat LC

« 1994 - Email support for Online Catalog (LOCIS)
« 1994 - Email support for Web site

e 1995 - Online Reference pilot begins

« 1998 - “Reference in a Digital Age” Conference
o« 1998 - American Memory Help Desk

o 2000 - Launch of Collaborative Digital Reference Service
(CDRS)

e 2001 - Online Chat Pilot

e 2002 - Ask a Librarian \WWeb reference service



M eeting Point of Need

LC Web Site Hits

1995: 23,772,545
2003: 181,222,520

2003: Online Queries
1995: 2,265
2003: 56,785




L ibrary of Congress Home Page

The Library of Congress

. Words, Pictures & Sound
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THOMAS

Legislative Information

American Memory
US History and Culture

Exhibitions

Online Gallerias

International Horizons
Gateway to the World

America’s Library e

Fun for Kids and Families

hore Online Collections...

Find K ... Especially For ... Information & Senvices

© UsS Copyright Office
<« NDIFP

» Search Qur Catalogs
= Advanced Search

» Besearch Centers

» [ndex AL

» Site Map
= Aska Likrarian

» Besearchers

» Law Researchers

» Lihrarians & Archivists

» Teachers

» Publishers

» Persons with Disahilities
» Blind Persons

» Ahoutthe Library
»Wisitf Tour

» Philanthropy

» Jobs § Fellowships

» Shop

= Today in Histary
Septermber 30
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Mews & Bvents

Mational Boak Festival, Oct. 12
Event celebrates baoks & authars

“

91

m Complete Mews & Events

Femembering September 11
Exhibition, concers, Web archives

Mew Concert Season
Classical, jazz, gospel, folk & mare

The Library of Congress iontact s

Please Read Our Legal Motices




[
N\ N\ \
_____ il e B

—
J// NN\ N\
E e 8 N

R
J// NN\
migrn § =

e
J// NN\ \
Mimey 58 B

S s——
J/ NN\ \
iigmeE 8 N

T —
/// NN\

////
___f 1B -

///

amy A-_:_:_ _4

Queries Received via Ask a Librarian Web forms through the
end of 2002 (over 35,000 total acrossthe 22 reading rooms)



Ask a librarian...

with a
Chat ) ribrarian
heginning June 24

an 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.

f_-) 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.
Please read our Reference Correspondence Policy

General Collections

International Collections

Special Formats & Genre

O Business S:)

] Humanities/Social Sciences S:D

La

) Local History/Genealogy D

Mewspapers/Periodicals 5:}
Science/Technology 5:)

O African/Middle Eastern

O Asian

O European
O Hispanic (select a language):

- English
- E=parial
- Portugues

O American Folklife Center

dmerican Memory D
Geography/Maps §

B @

Manuscript Q

Microform

|

Motion Pictures,/Television 5:)

Music/Performing Arts

Prints/Photographs §

8

Rare Books/Special Caollections

Pecorded Sound Q




J File Edit ‘iew Favorites Tools Help

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






Why Global Collaborative Reference?

 Libraries have always cooperated
e Meet patrons at point of need

e Galn access to other collections
and experts

e Be part of something big
e Address the digital divide



Biggest challengesto success @ LC

Culture change

The “real” researcher

Getting 500+ staffers on the same page
Providing the tools and training
Establishing methods ofi communication

Establishing a sense of ownership

Establishing methods of migration of skills

Convineing librarians of the value of a global
netwerk



Technology Isthe Easy Part

» Ensuring accuracy of responses
 Licensed databases and copyright
o Classification vs. natural language
* \WWho has access?

e Language and cultural context



Continuing Challenges

e Education and skills

o Copyright and privacy
 Document delivery/Fulfillment

o Standards, systems and software
e Policies and guidelines

o 247 ACCESsS



What Our Patrons are Saying....

e | was thrilled with the service and the
Information | received.

e | am so grateful for this information, which I had
tried unsuccessfully to get on my own.
Reference librarians to the rescue once again!

e | had given the wrong name of the journal and
they figured out the actual name. They also
called me at heme to let me know. It was the
pest service | had could have received. Thank
you so much.



And more....

 Wow!! thank you for this wonderful service. Not only did
| receive the needed obituary but the librarian found 2
additional new articles for me. Ancestry.com did not
have these newspaper articles. Thank you so much.

e | wasn't too satisfied with the response | received, which
suggested | go to the Los Angeles Public Library for
reference service (which | had already done). | needed
government and reputable statistics for my question and
did not get a satisfactory answer by being told to go to
the Los Angeles Public Library.



L essons L ear ned

 The “Vision thing”

o Staff buy in

» Rethink services and dare to be different
e |dentify and overcome barriers

e Test solutions ... be flexible

* |ncrease professional development

o Find out what the patrons want

o [rust ether institutions/partners

* Market senvices

o AsSsess constantly.
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Think Globally, Act Globally!
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Ask a librarian...

www.loc.gov/rr/askalib
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%}K QuestionPoint

www.guestionpoint.org

Linda J. White lwhi@loc.gov
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