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Another short article, but a well written first person perspective on getting an
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Reference and web services librarian and systems administrator, respectively.


They discuss the challenges to finding an appropriate IM platform, as well as 


marketing the service to the students.
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Steve Coffman is widely recognized as one of the leaders in the field of library digital references, as well as the vice-president for product development at 

Library Systems and Services, LLC (LSSI), which provides professional library

services to a wide range of information centers.  The book covers not only the 
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curriculum development, learning activities, online behavior modeling, and 


evaluation structure.  As well, the authors (both of whom have extensive 


experience in the digital reference world of libraries) include numerous 


appendices with sample transcripts, patron scenarios, policies and procedures, etc;


Hoffman     3

a glossary and comprehensive bibliography are also included.

Johnson, C. M. (2004).  Online chat reference: Survey results from affiliates of


two universities.  Reference & User Services Quarterly, 43:3, 237-47.  
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This article is actually a condensed version of a paper written for the author’s


M.S. in L.S. program at the University of North Carolina at Chapel Hill, and 


looks at the relative success of two different (academic) online chat reference

services.  The survey results point out the reality that, even as recently as 2002, chat reference was still seen as novel and untested; the general conclusion was that there were still issues that needed evaluation and assessment, but that it would behoove any library serving a population potentially interested in digital reference to take a closer look at the strategies, marketing tools, and effectiveness of chat reference services. 
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New York: Neal-Schuman.  


This is a collection of articles and papers written toward assessing digital 


reference services in the 21st century, particularly in the planning, management,


and evaluation of said.  Especially helpful and interesting is the juxtaposition of 


fairly general subject articles with those focusing on a specific library or 


information center.  All of the contributors and editors have extensive experience


in both public and academic library settings, as well as diverse backgrounds 


within technical and/or digital services. 

Lipow, A.G. (2003).  The Virtual Reference Librarian’s Handbook.  


New York: Neal-Schuman.  

This is a comprehensive ‘how to’ manual that should be in the collection of 


any library interested in creating and maintaining a live virtual reference


service.   The author wears a multitude of hats, from librarian to instructor and


consultant on new library issues, and this wealth of experience is evident in this


handbook.  The sections are well organized and include useful sidebars and 


exercises for the reader.  This edition includes appendices for “Virtual Reference
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Support Materials”, as well as a CD-ROM containing all the forms, surveys, and


exercises mentioned in the text, and links to all cited URLs.  

McClure, C.R., Lankes, R.D., Gross, M. & Choltco-Devlin, B. (2002).  Statistics,
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Services: Guidelines and Procedures.  Syracuse, NY: Information Institute of


Syracuse, School of Information Studies, Syracuse University; Tallahassee, FL:


School of Information Studies, Information Use Management and Policy 


Institute, Florida State University.  

This manual is the primary documentation for the 2001-2002 project entitled


“Assessing Quality in Digital Reference”, which was developed to address


the need for assessment techniques, statistics, and measures to support burgeoning


digital reference services.  Although a reasonable amount of background is 


included, the true usability lies in the extensive appendices which range from 


sample chat transcripts to log analysis and cost worksheets.  Three of the four 


authors are faculty members at either Florida State University – SIS or 


Syracuse University – SIS, and the remaining author a reference specialist for a


large cooperative public library system in New York State. 
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Services: A How-To-Do-It Manual for Librarians.  New York: Neal-Schuman.

This manual is another highly useful one for any library intending to implement


a live virtual reference service, and employs a conversational and accessible 


tone.  A number of checklists are included, linked to each specific chapter or


section, as well as a short glossary.  The publication is part of the “How-To-


Do-It Manuals for Librarians” series, and employs the expected straightforward


formatting.  Both authors are involved with academic libraries, and together, 


created one of the first live virtual reference services, in 1998.  
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http://dlist.sir.arizona.edu/1883/01/Preprint-LQ-2004.pdf

Written by a faculty member at the UNC-CH School of Library and Information


Science, this article codifies a ‘think aloud’ study that was developed for 


identifying factors that influence triage workers in a digital reference service.  


The purpose behind identifying these factors is to help refine further training 


for this staff population.  Elements of this article could be useful for a training


program in either an existing or beginning live virtual reference service, but


the tone is especially academic in nature, and would need to be distilled for


wider accessibility.  

State of California, Department of Industrial Relations: Labor Standards Enforcement. 

(2000). Child Labor Laws 2000.  Retrieved May 1, 2009 from 

http://www.dir.ca.gov/dlse/ChildLaborPamphlet2000.html#8 
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Virtual Reference Desk Conference 2005, November 14-15, 2005. Retrieved from

http://www2.library.ucla.edu/pdf/Virtual_Reference_Desk_Conference_Nov_2005.PRINT.pdf
One of the keynote addresses presented at the 2005 Virtual Reference Desk

Conference, this paper discusses the evolving nature of reference services 

within electronic formats.  Strong’s main point is the need for librarians and

other information specialists to question the current reference environment as 

digital service becomes integrated, and to decide if the user community is in 

fact being appropriately served with the new technology and mindset.  This 

would be an interesting foundation for discussion points during training or 

other evaluation situations.  

Su, D. (Ed.). (2001).  Evolution in Reference and Information Services: The 


Impact of the Internet.  Binghamton, NY: The Haworth Information Press. 

            A deceptively concise publication, it includes a wide variety of authors and 
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information on the impact of internet growth on reference and information 


services.  The section headings are interesting in their breadth: background,


teaching and training, electronic services, evaluation and analysis, and 


information technology management.  The editor is equally as diverse in his


professional trajectory and interests, and this would be a good companion 


text for anyone interested in digital reference, both theoretically and practically.

Westbrook, L. (2006).  Virtual reference training: The second generation.  College &


Research Libraries, 67:3, 249-59.  Retrieved via Lillard, LIB210-05, Spring 2009

This article takes a look at the ‘second wave’ of virtual reference, and the


training needed to execute quality service, within the context of the online


reference interview.  The author argues that a multidisciplinary and synthesized


approach should continue to be taken as the initial basic phase of technology, 


policies/procedures, and online communication strategies moves into the next


generation; she discusses current theories in adult education, digital


communication, cognitive psychology, and human-computer interaction as the


foundation for four guiding principles and training models as related to the


reference interview.  The language and tone is somewhat academic, but on the 


whole, this is a clearly explained set of guidelines for any virtual reference


service. 

