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Evaluation of Virtual Reference Services

Select at least 2 libraries to ask virtual reference questions of, each with a different technology solution, e.g. one library may use LibraryH3lp, another may use
LibAnswers/LibChat, or one may use Skype, etc. Provide an evaluation of their services and your impressions of their libraries as aresult including:

the question you asked

how long they took to respond

were they helpful?

did they provide you with the answer youwere looking for?
did they leave you with a good impression of their library?

. LibAnswers/LibChat from Springshare (formerly OCLC's QuestionPoint)
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How can you tell what IM tool a library is using? Look in the url when you are in the chat with them. It will say libraryh3lp or libanswers, etc. in the url string!
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Evaluation of Virtual Reference Services

For this evaluation, | contacted two libraries using live virtual reference services and asked the same question at each to reduce variables: whether
members of the public can access digital resources remotely without being local residents.

Denver Public Library (LibAnswers/LibChat)




Disconnected ‘ = c
| am going to check the info on that for you a =
for any incc
943:05 PM
awesome thank you AskUs G
g John (2417 Librarian)  9.43.54 P
It talks about out of county, not out of state, so | don't think so
arch  Tee

1 https://www.denverlibrary.org/library-card

| can have the local library staff follow up by email if you like, in case | did not find all the
information

Let me know if you need anything else.

9:45:50 PM

perfection. Thank you so much for the info.

Really appreciate you have a great night <=

g John (24/7 Librarian) 94610 PM
Thanks for using our service. You will have the opportunity to email a transcript to yourself atthe  § | p
end of this chat. Bye for now!

94512 PM ....................
John (24/7 Librarian) has left the chat
Thanks for chatting! How did we do?
= & & e
Great Good So-so Bad
o o] o

Would you use this service again? Any comments?

| would like to be contacted for a follow-up (add details in the comment box above)
Email yourself a transcript of this chat Foundatior

| asked whether non-local users could access digital resources remotely. A librarian responded within approximately two minutes and asked clarifying
questions about my location before providing an answer. The librarian explained that access policies differ for out-of-county versus out-of-state users
and provided a direct link to the library card policy page. Although the answer ultimately confirmed that remote access was limited for non-residents,

the response was clear, polite, and supported with documentation. The librarian also offered to have local staff follow up by email, which left a positive
impression of attentiveness and customer service.

Cornell University Library (LibAnswers/LibChat)

Connected a = x

Claire (24/7 Libranan) has joined the chat
A pariner hibrarian from our Cooperative is joining the chat
B Claire (24/7 Librarian) ~ 57:30 Fu
Hello, I'm Claire, a librarian in the UK, one of the ‘after-hours' librarians throughout the US and

Europe who make the library's chat service 24/7. | am reading what you've written now, please
note there might be delays if I'm helping others.

& 4

great thank you

E Claire (24/7 Librarian) 9:59:34 M
Unfortunately, cnline material will only be available onsite for public members, due to licensing
restrictions

100108 PM

that makes complete sense thank you. How could | becoma a public member? or are you saying
that | must be onsite to access online materials via an intranet?

E Claire (24/7 Librarian) 10:01:34 PM
Yes, you'd need to be onsile to use online materials

There is guidance on applying at hitps:iwwew library.comell sdulibraries/visit/

thank you so much. have a great evening

g Claire (2417 Librarian)  10:02 44 P
It's been a pleasure. Goodbye for now and thanks for getting in touch. We're here 24/7 if you
need further help.

Cornell’s chat connected me to a librarian within a few minutes, despite it being after hours, through a cooperative 24/7 service. The librarian explained
that due to licensing restrictions, public users must be onsite to access most online resources and provided a link with guidance for public visitors. While
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Evaluation of Virtual Reference Services

1.Orange County Public Library (LibraryH3lp)
A. Question: Needed information regarding streaming services (Movies/Music)

B. Time for Response: Once | asked my question, it took about a minute and a half to receive an answer. Follow-up questions were answered
immediately.

C. Helpfulness: Very helpful. Although | did not get the answer | was hoping for, the process itself went very well.
D. Provided answer: They responded to my initial question and all follow-up questions.

E. Impression: This library left a very good impression on me. | felt like they tried very hard to make sure | was pointed towards the correct answers
and asked pointed follow-up questions.

Ask Us - Google Chrome o X

25 libraryh3lp.com/cnat/ocpl-queve@chat.ibraryh3lp.comy/ Zreferrer=https9%3A%21 %2

Available | Ask Us

Hi' | wanted Information regarding streaming services. Like to a
stream movies or music. i

Hello and thank you for using Library Chat! Please do not
share personal or confidential information here. Someone will be with you
shortly.

| can help you with that! One moment and | will get a link for
yC“

Thank you.

Here is a link specifically to the music and movie platforms
you have access to with your library card and PIN code:
hitps:vww.ocpl.org/digital-library-resources/digital-resources/movies-
musxc

Here is a link {o all our digital resources:
https v ocploraidioital-library-resources
Do | have tc be local? | don't have a library card
You will need to have a library card in order to access them
Where are you located?
Los Angeles. | heard some libraries have digital resources
available even if | am not a resident
Only Orange County residents are eligible for an eCard,
however, as long as you have a California address, you can make a regular
borrowing card with OC Public Libraries. Would you like me to send you
more infarmation on how to make a library card with us?
Yeah, | have a California address. Could you please send me the

info?
Oh and can | get a card online or do | have to come in person?
Sure thing! We have an online library card ap; ion you
can fill out. It will create a temporary library card for you, which you can
begin using right away online. The temporary card will work for 30 days

A »0OW /=

1.USC Library (LibAnswers)

A. Question: Is your library available for anyone to use or only for students?

B. Time for Response: Similarly to the OC Library, the initial response took about a minute to address, then | waited a minute or two for each
response.

C. Helpfulness: Again, this library was very helpful. However, a quick note, unlike the first library | contacted, this library did not have a visual or
audio indicator that the librarian had answered in the chat. | did not realize how intuitive it was to submit my questions, do something else, and
just wait for an answer to come in in the background.

D. Provided answer: They responded to my initial question and all follow-up questions.

E. Impression: Overall good impression; however, once | thanked them, | did not receive any type of follow-up response. As a matter of common
courtesy, | would have expected a “Thank you for contacting us” message, or something along those lines.



hat - Google Chrome o

Please walit

You are now chatting with Online Refer

Shannon Robinson has joined the chat

@ Shannon Robinson 44
Hi, most o library

vailable to the public to use, with photo ID

tps:/ibraries usc edulvisiting-usc-libraries

34517 PM

Can | borrow items?

S-and-NoN-Usc-visitors or may

use items in-house

Is there a particular item you are considering using?

34713PM

Well, | wanted to come in and check it out, | was also curicus about digital content
(movies/music), if available

V Hide1Reply \Reply Mark as Unread

@ Jax Skorich (They/Them)
Jan3110:26pm

Hi I
I found your comparison between LibAnswers and LibraryH3Ip really helpful, especially your attention to how interface design shaped your

experience. Your point about the lack of a visual or audio notification in the LibAnswers chat stood out to me because it highlights how usability
features can influence patrons' confidence while waiting for aresponse.

| also appreciated your reflection on Orange County Public Library’s LibraryH3Ip service, particularly your observation that the interaction felt
more utilitarian than expected. Your comments about whether a chat interface functions more like a search tool or a true reference interaction
raised an important question about how libraries balance efficiency with personalization in virtual reference services.

kindly,

jax

I






