AAZE FmA2e) Esbael gauel W we o

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 aspects of policy and operation
before introducing 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 policies, 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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714 BeroT(851%), ATAHA oL Jlojx BAF WITA(161%) L 7PE 28 248
AZEBIE QlE A2 ZAENT o)9h 2 ZAMATE H2e BT AHE FAFE ol%
AES] TS T o) 2] Fe Fasuized g 877F HAF gobd Ao 2

z
>

>
o
tlo

it

21) Corey M. Johnson, Ibid., p.241.
22) A&, AA=E, psl.
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(E 3 (E OE 20024 illinois FHUHT EABNA A ARHLB} ANZF A2
o e ol8AEe) VEEE A Aolth

(£ 3) TA2H HIMB|20 S 018X UEFE

B (%) BE(%) | Rew(%)
FHAL 100.0 0.0 0.0
g A 928 73 00
AHE9] WA 98.2 18 0.0
AR 9] 4] , 946 54 00 |
AT FEolAE B4 HZe) Loly 98.1 0.0 18
A2 o8-8 98 oy 98.2 0.0 18
overall service 98.2 18 0.0

(F 4) HAIZt #IOME[£ 0| 8X}e| 2t

WHE(%) EuE(%) 23 %)
Az 85.7 14.3 0.0
g 2 786 214 0.0
ARE-o| WalAd 100.0 0.0 0.0
Apx o] )4 92.8 71 0.0
AR FooAE 58 F2Y $ol4 92.8 71 0.0
Mul 2 o] 88 93 ghy) 928 7.1 0.0
overall service 85.7 143 : 0.0

(E 3), (F D% Zo] o|§AT0] ALge] BIAE AT BE BE AN FTAH 2R
o AASTE 043 FITANAG] O BEHL Y AL ¥ 4 ATk Z PANZ, W2e) So)
4 B¢ vEs) SRAe) At el Bel Qo) ANZE A AR AAE BT
of B BHEIF BA et Ik

olof & ZAETE AN FIAMAIL 1S BE B ATHAD o) gAT0] i3]
A Aulzo] BT} £ /KIS BT Uvhe A HelET, 5 ol8AES 159 FHRT
& DRV 5 Bue) 32 /T AR FAmze AT Bodt g, 247
FTAPILE NAY AL Y= EABSS YA FLANAE B 71 5REoz
AN AT & P Ve FRE AZ Telslor B £ AN FTA 27 7R
BTAN2 §9 A7} ofd BeA whgelale ol $9)8 Bert 3

AN FTAENAE o) SAsh ANE A A o] AR 4 ek HolA FTAH| 2

’“‘“mlm

v

23) Burce Stoffel and Toni Tucker, Ibid, pp.125-128.
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A50) ABY TF 8 Aol me} APH AHAS HUSEES S Zo] witAs,

T, olGABS A7 FTAH2Y AEAS )43 o) Y ARL Fst= Aol Q7] 1
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YS9 AbA el - A-43pge) I ol

Meola$} Stormont26) &= AAIZF F2AH 2 =918 93 188 (Y 3> 7o) 9dAZE AA
3l Stk

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)[c1ted 2006. 6.2]

25) Carol Tenopir, Ibid, p.34.

26) Marc Meola and Sam Stormont, Ibid., pp.55-66.
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ARHOZ FALEE 317) ASAE o sapzol HulLst

5 UES shop Bk

o8y, ol STINA, BHEATA, HAH AT 43,
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EFo 2 Sl 7
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wht is Brown Unjversity Libraiy Gt
e Refurence Setvice

2 Q0 b B Nar
ZWbds L st e o gt nmﬁd‘i

T When b th BLchat vervie availakley

. Wb can e ARG

5. Wi et Mbrag s prlvacy Rty v
ek ks o1 ssatons g 1 0kE

T Whore debgstoofectidiatkon thesaite? -
B-How e ¥ gnina Billehmwisisad
5 "

e
) Enjoy D)

2 Faio

nmw mspum.»g«w Tl

2. walmauawwwggﬂ

Y n VSH i Yelfian inptant diessend Yohqag {Far
SN g0k ciay e Salact the option: 6Tssrding a el When o 304 BULehat |

AT Bt eSS AL CRE TN Expseny, Wik ruchint s G
Ad4 B Buddy ¢ fikgi BUL

g mmqu(mmhymim sl
A9 Biketat ohip

o M s i gt

YahuwWeosengecior Cabion Wik Messenges, wmmmm
A48 B Chaml do your g dusym ‘

(3 DA EARE A3} 7Fo] A A ghdol e Azl thek /H 2, Mul2 o] &by %
AMUIZAFAIZE o) 82, AEE AERY, A7 FIAE 2 AlFAZE 0]9) 9 P} Wy

Sol AAIH St

BLC's ASK 24/7 servicedl M A F3hs A7+ %}MH]M Z7\8 o] B2 o] X
gElojAol & Al}E oS} 7ol A|ABIE 9

1. oY F28 Y3 oist Wi x4?<l~°rﬂ° By}

2. AANZF AAAE2E ARE] Aol 4EISAE Fojeow Bt Heldh o848 4 ok

MN

3. thsh Zo £ ThE B9 AE G e A9 /1E BepSAe 3 v ool 9 =
WHL7'E AT, BESAT QRidA e A9 ARHES AHgald HeleA £
Gl Sed WAIZE FTAMS Z2Ih0] YUBHSAT} DejEA Pl FUHE R 2
Aafok gk

4. M¥lz RS TS Ptk AASH Fao ARNELS YT AES $29 &

A ZRE gg3itte WARZE 4Em7A] 7ndn:
5. Aul& o] thidAle tiEH, thetdd), deE A
6. 2 AEdhe WE2 FAQIA AT + stk
7. A7)AA ti7Iske 7S ST ARIES WESEE AT
8

AR RE B B g ke A2 gEET

27) BLC's ASK 24/7 service home page <http://www.bu.edu/library/ask/index.html)[cited 2006, 6, 5].
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AAZE T2 ERH BEUL B TELA 17

9. WEHIAY 9849 AEMHAE AFIA 4T FEA HHIHE AFsit,

10. AZAe] de ARE AFIE B2 Pt

o\9} o) Aulz AAe] £Y L FAE ILAER FHolF A2 T o) FolT B
A9l AMgo] FFssbl FoRM AHlZsgelAg BBAE 2RE 2Y 4 9o olgd BE

T
AZulE Haske 5 Qo

d
o3t &, EAF il ol 85 S TElsl JIAHE WAAE o8 AR £E &
ZEOIE 7Y AFEE AUA Tl T AAE sfoF ok,

E vAE 0] &8 A AZEH 0] kol Hlgo] AL EA] & AR o| Zids) He
stthe o] JAT, FAMHAE BFOE AZE AXE o7t op Y o]-§x17} G Hl4IA
Z2 % AAslor stk ©o] Atk WhHo) 24/7 Reference®} Virtual Reference Toolkit
T 2L EAE FAAHIAE BHO R JdkE AZEJ e 2R FARAT Y5 HY F
st 72 AAZE FaAu 2] RS Hojg BT 5 dvke Aol Stk siA|Eh H|-go] gol
EX AREA wel ojfsly] o o dom Astr] & 7IAE EA ] BT 4 ATk

North texasthSHE S AAZH FAHA ATS A% Z2 WS ARY 0 0o 22
A= I B8 gick

AR, ol &Rt MEAY Fudde] Hy

A, A4A X3 A5 sk olEAE HPNIE Vs

AR, APAEE A 715

A, F47HAe] 2 E A2

EF A FLANAE 9T AZEGOIZ AHeE A9 T2 TeRE 3 A7)
2 ol 43 BelBAS sfetalol s Mulag 9% T 715
S5 188 O EAHE R ST defelof Bk

28) 9, AAEE, 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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Z2IPS AT ) oS (E 5SS HA FTANE BAUAEN S B A
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% 7} g

. AHAE o] &a}7] 918 Wre] AZEYot FEH] HRA
. BHE o8 BAJgA RoFE /%

. ol &xlA A 94 7F5% URLAE 7%

. FIAE| A0 F) BEE 2A} 7E

kst Hele-A A A 71

A2 ARH 75 7T

. FAQsol tie SAF-S 98 M AldeR
. IPF2el) wa} ol&z £871F

| e SEAZ

L 71EF ZAUAY uE

. W& P Mauje

S

—
~lolw|lo|~lolos|wiol—

—_
(S

Coffman3l) & thaat 22 167] 458 7128 HAIR FIAMEA Z2 TIPS Frisfor gt
FA3

© °18A 27 (Patron Requirement)

@ °]gxte] Zu)f2H(Engaging the Patron)

® o]&x} U35 (Patron Authentication)

@ A8t o] @A) AFUA o] (Communication)

® AHEFEA(Content Sharing)

® toleju]o] 9] A5 AM(Database Co-browsing)

@ Au2=344 <] A& Session Transcripts)

o]- x4 ¥ 4% (Patron Profiling)

®@ 2] v¥(Online Meeting)

@ T=EE=ZAKSatisfaction Surveys)
AREAL B 24715 (Librarian’s Interface) .
® zZ=27% #8 ¥8 Y 2 A8 (Librarian Training, Support, and Documentation)
® #2715 (Administration)

e

30) #4338, AAEE, p2s3.
31) Steve Coffman, Going Live: Starting & Running a Virtual Reference Service, Chicago: ALA. 2003, pp.107-145.

_92_



AN7Z FIAE 20 &3F0) B

ofp
ok
=3
s
kd
i)
o
B
—
<

® =279 AF GA #FH(Licensed or Hosted)
® W71 2 ALFZ(Queuing and Routing Structure)
® %3} Customization)

AN FEAB A AFE JEE 53l olFAAE MuAae] B 2R AR E S} FAE
Waol et 7150] FA |k WA, o) ARE e A AAM oAl A7t
TSR] FEF AePEta AUPE ARl g AAe AAT Haot Slok

IH
k)
s
=
>,
i
e
W
il

=AE H28e7] fsiH e (LE 579 2ol MulA 2713} Zejo]

BAsh B8 V8L BAST, NSRS A, Gudige] TiE TRE o850 &
HRE BRT 5 =S sk Aol wEHF,

TeE BRO EAG E3 S0 SARG)
o waEa Sy naw @ 53
/fibrny werple edu/aboui/vi/pvety Hm N

Virtual Reference Services (Ask a Libiarlan) Privacy Guidelines

Temple University Librades respects the rights and privacy of ou
professional and nsonional porcias Tefmpie Universty Lirenes undorstands “pewon recoms -loinduds rocorch wxmldennlymg
information about petrarts, including

ALA Policy gr Cs Librs
Lawfor e s

L
‘Tormpéa Universty Compuling and Networs Security Foicy
1) What Information s collectad by the service?

Al chat/co-browse 5655100 are fogged In the Ask & Librarian system, on herdware maintained by the libraries These ranscripts /e
password protected, for View only by designated library staf,

Aamuonalm email referenca queries entared through the Ask a Librarian system are keptin the same way, and subject to the same.
restrich

Fmaw iranscritsof ho M ransactions o stored on haroware maintained Dyme vanes By pokicy, these ranscnpts are resticted 1o
1aff for the pu Inemai training a

Zaon-tne Joumal
pseralscatat...

2) Whatls the information used for?
bt “Tho information 15 used [0 help analyza the amount and types of Questions wa are baing askad. Thus hatps datermine apprapriate staffing
- lovels, and eids in rainung libranans Lo staff the sence.

MSN

MSH.co,lt Who has access to this information?
UK Sensitve The informanion collected by the library is accassible o Temple L braries' ibrarians, staft, end administrators who need access to the
- T ELE A information inthe course of thair work.

4} Don the library lhlrl iﬁl lnlnrmnion‘l

ail, puslications of the Temple University
levanes However, mtum\anon ebou specmc indivicuals (e g [P address, E-Mai, names, phono rumbers, ec. wilnever be snared
autside of the Temple University Libranes except as may be requred by law.

6} What cholces do users have shout the collection, s, and diatribution of thelr information?

Any patron may roquest Lo have thert chat or IM ranscript delated by contacting the Libraries' Reference and instructional Services
department. Users will iged to provide theit name, email, and/or IM account iame along with the date and epproximate time thair chat
started in order to help identify the commact ranscript. [Contact jbakiwin@tempie edu, or 215-204-4585]

(2 55 TempleCHStEA{Bte] Zao|HA| X2 5HR)

32)Temple university library virtual references services privacy guidelines,
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20 |FEXMF - BRI (A37E AH3F)
E g A8 ARATHY o) Aol e BAVL PR YT HYHE Q3
AS e A% Ao A7 AR AHEEE Fol B WEE TeholHA FAe| T

2 Zarzt ok

YA, et 24

%

Y E ik QE o g AN FIAMEAE AT dEME TABL EE 97 AAE
Aul2 FEuere T Fort gl

Boston 9] 57] tisteM#Eo] FF L2 2427 AANT FIMUAE A F3E ‘Boston
Library Consortium™3) 3} 7+o] ]93]l A& FAJ3tAY, North Carolina<) 63712} thst,
TE EFTATEC] gL Sl Mul2E AF3HE ‘North NCknows3d) & 7o) #E0] Ro]
fe TR g8 AHA A2NYE +E Ut Aok

(I8 6)& 2370 d3) steAadEo] ADNYGS A 2447 AA T FAABAE A F
&= Association of jesuit colleges & universities®] E30]2] 3HO Z thsl7k FF Au| 29

Z2 qg3 & & Yrt ’

3

ek

AJCU Virtual Reference Project
Participating Libravies

Service Policies and Guidelines

{32l 6) Association of jesuit colleges & universitiese| Z=7|50435)

<http://library temple edu/about/vrl/privacy.htm [cited 2006. 6. 5].
33) Boston library Consortium homepage, <http://www . blc.org/247/247Welcome html) [cited 2006, 6, 61.
34) NCknows Homepage, <http://ncknows.org/partlibhtm) [cited 2006. 6, 61.
35) Association of jesuit colleges & universities Home page,
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ASkERIC Af8]20) gt A7 233 pauline LynchE 2810 FIMu| 28 A)d F$
1:]_0_1} 7 _C,’_odﬁ QA48 T8} sty 7-21—-5}1:}

A, MBlE Aol A9 2 A AR, st Au2 ") o9 FaEAE 93 AAH
#A 59 2AFZRE ZE ot Yk

A, 589 AWM ZA AlZster &, FA7E 7Fse AollA] RS Al o] R
AME| 20l g 277 AFe7]) E Axe] R Sojur] Ao A2 SuE AUA £Y
AAA | gt ko] Ego] Hr,

AR, o B AMHEE AT F e et Ao skl 2y Mu2e] gy
= A2% P43 AR AYE B8 T F o

A, $EE B3l AHAE HFHOE 48 PoUt Urkse)

3}
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a2

ol

o]9} Zro] AATF FIAn| A S Fu)El7] M E AH| 2] 3 BEE 245
e ZEe dedolgty & 4 e A7) 248 AvEd ogd P

A, A~ el 38 P T

AsiMe MuI2=E AT JHe FE7E TR Fasith <
Ho FEE 7 A 28 FAEE A AKX FRE oujgich
ANZE FIAMBAE FF8t] AT 2 dHY AFL tgdl 7 248 V2R

)
au)

<(http://www library.georgetown.edu/ajcu__vr/index.htm # Mission) [cited 2006, 6, 81. )
36) Pauline Lynch, “Manageing Growth for AskA Services,” Digital Reference Service in the New Millennium,
(New York : Neal-Schuman Publishers, 2000), pp.89-90. .
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2, AH2E AT AT A0S FIRG 5 TIT AN 1905 YT F e A
o] AHZATE N8l WRF AN $2 AR 240} Bk
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Q9e] FuE Y EABTe) £HOBE oY) fhRe] g £MUEC] Al FFO2

HUl2E AZHE WYY OXY BUPAE BN Ashs 4AS BAY Bes) ot

A AI2E AFHA B SN B ST BEFoIT o)A AL FEH A
H2e] S AT Ao Mulze] Hsish YA th 94 THS FZ Sa FAH A
Hls AR AZL 9, THT ABE AYske o) s

AN BTALE B S et 28BS $HE FHIT B85t 9

A, AFHOR AHAE FastEE 9

£4, AR 9543 B2 ARE 22 F 3

AR, TARE 7129 SR

IR, AFE A5

oA, MRl T FRe 2459

b

e
)

=M FAREAATC] ol9 22 YA AL 2HE  U=F 187 AR, 19
3 AMEE 22300 A% 83 AHAE A8 A §5 7188 b AleE et ok

=, +FAIZ

ket Albertat3te] Weir HtEA ¥ EQ Y] AaH 23 E HHfshs il 2Eldes
AN FIMBEE AFTFOZN MH|2] Foo] @hE o]§AEY] BETE 2Y 5 AT

37) Steve Coffman, Ibid., p.35.

8) A&, AA=E, p53.

39) Steve Coffman, Ibid, 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 year2.pdf) [cited 2006. 5. 1]
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AE Y & Utk '

AR Z Sl =M TIM AN FIAMEEE QT 9 LF 2A7E 54] Aol
ARH L2 A Fehs o) vigA sttty FA3ct AT MHA AFAIZR] AVIA Fe BS-
ol gAEe] YAATE 7] AT FAIAMEIAE ol &al7| Bt AXellA A RS T
MUIZE 0]§8 7hsAol o webA AT MuAAZ R AIFAIE SR et e
B, MB| A o] mhE FEE o] HEHA| G A dANZ ojdjelle dBHE nEH g
AE EEspr AAE T PR sk Ax ¢ W 2 £k

A, H540 8

AAZE JIAM| 27 BAHE7] HelM e Afvlze] digk Qhlleh TE7T "4Foelnh

AT & ZAl] mEW HAZE FIMB|AG 0)831x] ¥ o]fol tia) MHAY] EAE
A S SH0) 51.9%, FEAE tdhs Ao REAyths 290l 286%E YehY AH| A
H3 TE7F TR HAFT Ytk

EAF FHlojA]o) ERIC AB|2o] et T2ig o|w]x] & olo]&g Ao 2N Mu|A o]
= 3 ST AL & BRIAE € 5 5ol ARG otolE wi 9} Fsdh WA o) Hejut
22% ogE =Y Utk AL ¢ 5 Uk

Meola®t Stormont& AAIZF FAju| 2] 888 A & gl 27) v Whgo g 77IXS
AN QAct44)

A, =MF EFHolA A sHAAAM AA7 FIAE T YIAHEE G A

41) A3Z, AA =L, p.bo.

42) RE9, AA=E, p5l.

43) Pauline Lynch, Ibid., p.89.

44) Marc Meola and Sam Stormont, Ibid, p.135.
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45) Chat Reference Service-year 2 report, September 1, 2002-April 30, 2003, University of Alberta,
<http://www library.ualberta.ca/ereference/chatref year2.pdf> [cited 2006. 5. 1].
46) Steve Coffman, Ibid, p.65.
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