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Online Referans Nedir ?

Chat, Instant Messaging, Interactive Reference...

= Referans hizmeti kapsaminda e-kullancilardan
gelen soru ve yardim taleblerinin gercek
zamanl olarak web uzerinden cevaplanmasi
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Neden Online Referans?

Gelisen Teknoloji ile beraber yeni bir tur kullanci
olan e- kullanicilara hizmet ihtiyaci

Elektronik bilgi kaynaklarinin sayisindaki hizh artis

Servislere ve bilgi kaynaklarina uzaktan elektronik
erisim imkani nedeniyle uzak kullanicilara gercek
zamanh yardim

Kullanicilarin aptalca olarak gordugu ve sormaya
cekindigi sorulari taninmamanin verdigi rahathkla
cok rahat bir sekilde sorabilmeleri

Internet kullanicilari arasinda populer olan chat
programlarina benzerlik nedeniyle yeni bir iletisim
kanali olmasi
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Genel Bilgi - Online Referans

= Dunya’da ilk uygulamalar 1999 yilinda basladi. O
yilda uygulama yapan kurum sayisi 5 iken 18 ay
sonra bu rakam 200 civarindadir ve hergecen gun
sayl artmaktadir.

= Yine arastirmalara gore bu serviste kullanilabilecek
yazilim sayisi 50’nin uzerindedir. Bunlarin buyuk
bir kismi ticari olarak uretilmis digerleri
universiteler tarafindan kendi ihtiyaclari igin
gelistirilmistir.
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Genel Bilgi - Online Referans

m Bu vyazilimlardan en Dbilinenleri, Humanclick,
liveperson, 24x7 ref, VRD( virtual reference desk),
Groopz, Talknow, LSSI, Rakim, eGain live, Cisco’s
Webline ve Morris Library Instant messaging
System

Bu yazilimlarin bircogu kutuphane ve Bilgi
Merkezleri’nde kullanilmak amaciyla degil buyuk
firmalarin urun satis departmanlarinda web
uzerinden interaktif musteri hizmetleri vermek igin
gelistirilmistir.
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Library

Alliance Library System (ALS)
Pekin, lllinois

Austin Community College
Learning Resource Services

Cornell University

Florida Distance Learning
Reference & Referral Center
Georgia Tech

IPL (Internet Public Library)

Liberty University, External Degree
Library Services Lynchburg, VA

Michigan State University

Morrisville, SUNY, College of
Agriculture and Technology

North Carolina State University

Plattsburg, SUNY, Feinburg
Library

Temple University

University of Calgary

Kresge Library (Business School)
University of Michigan

Lippincott Library of the Wharton
School, University of Pennsylvania

University of South Florida

University of North Texas

Name ofr
Service
Not Available

"Real-Time
Reference
Service"

LiveHelp

RRChat

GTEL

IPL MOO

Not Available

Netscape Chat
Reference
Service

"Talk"to a
librarian

Chat with a
Librarian

|-Ref

TalkNow
(formerly called
TalkBack)

Wizard

Not Available

Ask A Question!

USF Library
Virtual Reference

Desk
Online Reference
Help Desk

con
tact

Valerie
Wilford

Not
Availa
ble

Not
Availa
ble
Rachel
Viggia
no

Not
Availa

ble
Joe

Janes

Diane
Sulliva
n

Denise

Forro;

Steve

Sowar
ds

Wilfred
Drew

\[el§
Availa
ble

\[el§
Availa
ble

Saund
ra

LCipton
Tomal

ee
Doan

Linda
Eichler

llene
Frank

Monik
a
Antone
Ili

URL

http://www.rsa.lib.il.us/at/at.ht
m

http://www?2austin.cc.tx.us/J
RB/opcservi.htm#REAL

http://www.library.cornell.edu
[okuref/guest.html

http://www.rrcusf.edu/chat/in
dex.html

http://www.library.gatech.edu
[services frame.htm

http://www.ipl.org

http://www.liberty.edu/resour
ces/library/edp/index.html

http://www.lib.msu.edu/servic
es/chat.html

http://www.morrisville.edu/Li
brary/INDEX.html

http://www.lib.ncsu.edu/risd/li
bref/chat.html

http://www.plattsburgh.edu/a
cadupl/libinfo/library/iref.html

http://www.library.temple.edu
[ref/ask us.htm

http://www.ucalgary.ca/librar
v

Service no longer offered

http://www.library.upenn.edu/
ippincott/askoption.html

http://cerebus.lib.usf.edu:808
0/

http://www.library.unt.edu/ad
min/HelpDesk/helpdesk.htm

Hours of
Service

M-F
9am-12 pm
CST

M-Th
9am-5pm
R F
d—E-pm
M-F

8am - 8pm

During trial
Rj%rticd April

Avhilgsid

M -Su
6-7 pm
M-F

8 am - 4:30
pm

M-Th
8am-10
pm
F8am-5

pm
B 5™
o

HE%K hours
M-Th

9am-5pm
F10-5pm
M-Th
9am-10 pm
F 9am-5
pm

SaT-5
Sgme 856 -
HIsnce
desk:
M-Th

9am-9am
F9am-6

5
3

)
o
So
|
)

~ i3 3
20 B =0
Ly
N
=y
ik’
el
3

'
AR
=)

°
=3

M-Th

3-9pm
Rdt-5pm
Available
150 35
hours per

week

Available

Not
Available

Not
Available

April 2000

Not
Available

July 1995,
ceased 2000

Not
Available

Service No
Longer
Available

Spring 1999

Not
Available

AOL Instant
Messenger

Fall 1998

Trial
Eall-0g/90
Fall 98/99,
Service No

Longer
Nwailable
Available

Not
Available

May 1999

Software

LivePerson

AOL Instant Messenger

LivePerson

ConferenceRoom
from WebMaster

AOL Instant Messenger
MOO

AOL Instant Messenger

Netscape Chat

AOL Instant Messenger

IRC

Not Available

TalkBack (free) Running on Server software called ZBServer

which costs
$25

Neware from Net Effect Systems

Part of electronic course reserve system called
Eres. Created a front end that authenticates users to the

intranet.

LivePerson

Conference Room from WebMaster

Conference Room from WebMaster

Audience

ALS members

Open Campus students and faculty/staff at

locations without a LRC

Students, faculty, staff, alumni, and questions
about Cornell University Library collections

Distance learners at 73 regionally accredited

colleges and universities in Florida

Students, Faculty, Staff

No Restrictions

Not Available

Students at MSU computer labs

No Restrictions

Users with a current ID

Not Available

No Restrictions

Not Available

Business school students, faculty, staff

Students, faculty, staff

No restrictions

No restrictions




Genel Bilgi - Online Referans

Institution

University of Florida

Golden Gateway
Library Network>

Carnegie Mellon
University

North Carolina State
University

Alliance Library
System>*

Software

eShare's
Net Agent

LSSI

live
person

LSSI

ALA Annual Meeting, 2001

M-F 10 A.M.-5
P.M.

unknown; 6
hours

M-F 1-5 P.M.

M-F 9 A.M.-5
P.M.

24x7

Usage

375 questions in 3
months

5-6 questions in 6
hour shift

60-80 questions per
month

100 questions per
month

474 questions in
approximately 3
months

Usage per Hour
of Service

LSS

3-4

less thanl

less than 1
every four
hours
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Nasil Bir Program Olmal

Kullanilacak programlarda olmasi gereken Ozellikler
Kullanci tarafinda herhangi bir program kurulmamali
Kullanici browser’larina sayfa basma ozelligi oimali
Aktif URL gonderebilmeli
Degisik browser’lar tarafindan desteklenmeli (ie, netscape)
Kullanicilari IP’lerinden taniyabilmeli
Hem kullanci hem personel tarafinda hizli galigsmali
En cok sorulan sorularin cevaplari ve sik kullanilan mesajlar

onceden hazirlabilmeli

Kullanciya memnuniyet anketi uygulayabilmeli

Kullanici ve gorevli arasindaki tum yazisma saklanabilmeli, e-
mail ve print edilebilmeli

Kullaniminda teknik zorluk olmamal
Fiyat kabul edilebilir olmali
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Nasil Bir Program Olmal

= Kullanilan programlarin ticari olanlarinin %95’
firmanin kendi server’lari uzerinden calismaktadir.

= Bu programlarin fiyatlari kullanci sayisi , programi
kullanacak gorevli sayisi gibi degiskenlere gore
belirlenmektedir.

m 24/7 Reference programi icin ornek fiyat Tablosu

Programin setlerini yapmak : $4000

Kullanci personel egitimi: $1000 + egitmenin seyahat ve otel
ucreti

Yillik lisans ticreti: $300
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Features Live Assistance Live Person Virtual Reference

No special software or hardware Yes Yes Yes
Push the patrons browser Yes Yes Yes*

Send active embedded URLs Yes Yes No
Ability to survey user Yes No ** No
Supports multiple browsers Yes Yes

Creates transcripts Yes Yes

Searchable transcripts Yes Yes

Preformatted answers for FAQs Yes Yes
Identify patron by IP address Yes Yes No

Fast response time Yes Yes= Yes

Technical difficulties No Yes Yes
Training/setup fee $500 $0 $8,000==

Subscription price $150/month $89/month $6,000/year

* VRD also offers delivery options of escort, slideshow, and capture.

** LivePerson Corporate edition provides surveys for $350 per month.

= LivePerson was fast, but experienced technical difficulties when pages were pushed.

== Two-day, on-site training. . Sabana
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Kullanici tarafi igin program kurmak gerekmiyor.

Kullancinin' browser’ina istedigi web sayfasi gorevli
tarafindan basilabiliyor ve chat penceresi basilan
ekranin 6nunde kaliyor.

Gorevli tarafindan kullanci ekranina aktif URL
gonderilebiliyor. Fakat kullanici gonderemiyor.

Kullanici baglantiyi kestikten sonra kullanci ekranina
memnuniyet ekrani geliyor.

En ¢ok kullanilan iki browser Internet Explorer 5 and
Netscape 4.0+. Tarafindan destekleniyor

Kullanim sirasindaki tum yazismalar hem kullanici hem

gorevli tarafinda, print edilebiliyor, kaydedilebiliyor ve e-
mail olarak gonderilebiyor

ar)
7

Gorevli tarafinda tutulan kayitlardan daha sonra arama
yapilabiliyor

Her gorevli kendi en sik sorulan sorularinin cevaplarini ve
en sik kullandigi mesajlarini dnceden hazirlayip chat
sirasinda kullanabiliyor

Chat sirasinda kullanicinin kampus icindemi kampus
disindami yada Bilgi Merkezi icindemi oldugu IP’sinden
tespit edilebiliyor.

Kampus icinden ve kampus disindan ¢ok hizl galigiyor

Programin kullaniimasinda teknik zorluk yok. Ama
kurmak icin IT destegi gerekli

Ucretsiz. Open Source Code. Teknik destek yok

.. Sabanci
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2} sabanci University Information Center Online Reference - Microsoft Internet Explorer

INFORMATION CENTER

Ask a guick question and get a quick answer from a Subject Specialist
For more complicated gquestions, vou may want to e-mail us, call 307 3, or visit the reference desk in
the Information Center.

Type inyour gquestion below and click "Send" ta log into the service.

Your gquestion:

H
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3 Staff reference - Microsoft Internet Explorer

Online Reference

You are offline. To connect to the system, select a status, enter your password, and click
"Connect”

Status options:

* Ready ... to answer questions

" Willing ... to backup athers

" Able ... to take re-directs only (or change your settings)

Password: || Connect

¥You are Offline.

.. Sabanci
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3 Staff reference - Microsoft Internet Explorer

Online Reference

You are Connected - as Gultekin ... Click here to disconnect

Remember:

You are waiting for patrons to log in and ask gquestions ...

Don't close this window without first disconnecting.

Don't press the Escape key.

Daon't try to re-size this window while connected - disconnect first,

You should occasionally see a Reloading! message in the bottom frame - indicating that
you are still connected.
s Pay attention for incoming patron guestions and make your first response within 30
seconds.

Waiting ... Online since: Friday b:13pm

.. Sabanci
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} sabanci University Information Center Online Reference - Microsoft Internet Explorer

INFORMATION CENTER

AFollow-up message?

[| Send

Online Reference

Disconnect |

When using our online reference, please:
» [Don'tpress the Esc key aryour connection will close.

2nline with

e Disconnectwhen you're finished so others can use the service. Gultekin
« You can print or email 2 copy of your conversation after you disconnect.

¥You are connected. The corversation is shown below with the most recent remark listed first.
== Gultekin: Bilgi Merkezi Online Referans Masasina Hog Geldiniz Nasil Yardimeci Olabilirim?

You: merhaba
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3 Staff reference - Microsoft Internet Explorer g}j =10 %]
F

Online Reference Online as Gultekin

Answer keywards: karsilama Clear this answer

“Bilgi Merkezi Online Beferans Masasina Hog Geldiniz Masil ;I
Tardimzl Olakbhilirim?

=

=end | Fefresh Select a pre-farmatted answer .. j

Send a url as a link: Fush their browser to:

Your conversation: (most recent remark is listed first)

=> Gultekin: Bilgi Merkezi Online Referans Masasina Hos Geldiniz Hasil Yardimaoi
Olabilirim?
Fatran: merhaba

Info about the patron: IP: 10.8.000.021
o They are using Internet Explorer as a web browser.
e This conversation began at b:1dpm
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3 Staff reference - Microsoft Internet Explorer

Online Reference Online as Gultekin

Answer keywards: karsilama Clear this answer

H E

k2
=end | Fefresh Select a pre-farmatted answer .. j

Send a url as a link: Fush their browser to:

Your conversation: (most recent remark is listed first)

=> Patron: ingilizce - Tiirkge bir sozliije acilen ihtiyacim var nereden bulabilirim

Gultekin: Bilgi Merkezi Online Heferans Masaszina Hog Geldiniz Masil ¥ ardimecr Olabilinm?
Fatran: merhaba

Info about the patron: IP: 10.8.000.021
o They are using Internet Explorer as a web browser.
e This conversation began at b:1dpm

.. Sabanci
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3 Staff reference - Microsoft Internet Explorer g}j =10 %]
F

Online Reference Online as Gultekin

Your response

[—

L2
=end | Fefresh Select a pre-formatted answer...j

Send a url as a link: Fush their browser to:
| rrain.cgi? show=Dictionaries|

Dizconnect I

Miromn m mmnas wiacl oo M orveant ~crnreestioen | Oamdt cmmemem sdbimme | W emoe codbinome

Your conversation: (most recent remark is listed first)

=» Gultekin: Acil oldugqu igin ilgili BM web sayfasini browserimza hasiyorum. Ancak bu
sayfaya BM |-Resources butonu altindanda ulasabilirsiniz [ opened the page
http://bilmer.sabanciuniv.edu/cgi-bin/e-resources/main.cgi?show=Dictionaries |

Patran: Ingilizce - Tirkge bir stzlide acilen ihtivacim var nereden bulabilirim

Gultekin: Bilgl Merkezi Online Referans Masasina Hog Geldiniz MNasil Yardimec Olabilirim?
Fatran: merhaba

.. Sabanci
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/3 Information Center - Microsoft Internet Explorer 5 | =l¢

File Edit Wiew Favorites Tools  Help |I
Back - = - £ ot | Qhsearch [ Favores  media 4 | B S - [%] [%] ¥ <& L

Address [&) http:jbilmer-demofenfiresources{dictionaries. html ~| Peo |R0bDFm
GODgl'E“'I j %Weh'de fAra QSitede fira | PageRark @ Sayfa Bilgisi = "f'ukarl v Plizaretle Lin

[Home] [OPAC] ([Periodicals] (Databases)
[Services] [l-Resources] [ﬁiﬂnﬂlanlhu]

Dictionaries “

1| =} 5abanci University Information Center Online Reference - Microsoft Internet Explorer

INFORMATION CENTER

[ [

®  Oxford English O

® yourdictionary .

™ Epimecmig A Follove-up message?

® Cambrdge Intem )

® iDictiostang cain I] Send Disconnect

& ebster's Rewvisi

® Encarta Wiodd B When using our online reference, please:

* werdsmh Eal} g Dign't press the Esc key or your connection will close. Online with
& Hypertext Wizbst ; X = . .
M g e [Disconnectwhen you're finished so others can use the service. Gultekin
® Brewer's Dictionz e You can print or email @ copy of vour conversation after you disconnect.

®  English Technical

French
®  French-English E
o ocovmizofel Yy are connected. The conversation is shown below with the most recent rermark listed first.
& [DICO%0% 1.0 Bil = o - T - ags 2
o A *| ==> Gultekin: Acil olduiju igin ilgili BM web sayfasini hrowser'iniza basiyorum. Ancak bu

sayfaya BM |-Resources butonu altindanda ulagabilirsiniz [ opened the page
http:/‘bilmer.sabanciuniv.edu/cgi-bin/e-resources/main.cgi?show=Dictionaries |
You: ingilizee - Tirkege hir s4zl0de acilen ihtivacim var nereden hulahilirim

o LE0 Engisvsen | SUITEKIN: Bilgi Merkezi Online Referans Masasina Hog Geldiniz Masil Yardire Olahilirim®?

e Unksfomthe 6 | 0L Merhaba

® Germmnan dictionar

German

[Top of Page]

Greak

& [ BEocalmeanet




a Sabanci University Information Center Online Reference - Microsoft Internet.E__"- DEEF

INFORMATION CENTER

AFollow-up message?

Itegekkﬂrederim| Send |  Disconnect |

When using our online reference, please:

» [Don'tpress the Esc key aryour connection will close. Cnline with
e Disconnectwhen you're finished so others can use the service. Gultekin
« You can print or email 2 copy of your conversation after you disconnect.

You are connected. The conversation is shown below with the most recent remark listed first.

=> Gultekin: [ opened the page http://bilmer.sabanciuniv.edu/cgi-bin/e-resources/'main.cqgi?
show=Dictionaries |

Gultekin: [ opened the pade hitp:rhilmer sabanciuniv.educgi-binfe-resodrcesimain.cgiYshow=Dictionaries |
Gultekin: Acil aldudu icin ilgili BM weh sayfasin browser'iniza basiarum, Ancak bu sayfaya BM -Resources

butonu altindanda ulagabilirsiniz [ opened the page hitpfbilmer.sabanciuniv.edufcgi-hinfe-
resourcesimain.coi?show=0Cictionaries |

You: Ingilizee - Tlrkge bir sézi0de acilen ibtivacim var nereden bulahilirim

Enltaldin: Hilai Marl-ari Minlina Rafarancs Macacina Hac SaldiniT klacsil Yarcdivaer Dilahilivien 2
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a Sabanci University Information Center Online Reference - Microsoft Internet.E__"- DEEF

INFORMATION CENTER

Online Reference - disconnected - See last conversation | Reconnect | Close window

Please take a few minutes to tell us your feelings ahout our Online Reference service.

Yere the answer(s) you received helpful? " Mo, notatall O Somewhat © Wery helpful

Is Online Reference {chath a good
weay o et help?

Hawe you used an Instant Messading systerm before Mo
svtems like AQL, Yahoo, efc)?

" Mo, notgood  © Fairlygood € Wery good

 Yes

Any ather comments or suggestions ahout our service??

Your email address: (fyou'd like a response)

subrnit |...Thanl-:ﬁ,rnufnrﬁ_.rclurinput.

.. Sabanci
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3 Staff reference - Microsoft Internet Explorer

Online Reference

You are Connected - as Gultekin ... Click here to disconnect

Remember:

You are waiting for patrons to log in and ask gquestions ...

Don't close this window without first disconnecting.

Don't press the Escape key.

Daon't try to re-size this window while connected - disconnect first,

You should occasionally see a Reloading! message in the bottom frame - indicating that
you are still connected.
s Pay attention for incoming patron guestions and make your first response within 30
seconds.

MNeed to refresh this frame?

Your settings can be changed here ... | Last conversation

Waiting ... Online since: Friday B:27pm

.. Sabanci
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3 Sabanci University Information Center Online Reference - Microsoft Internek Ex| plorer Qj =10 %]

File Edit Wiew Favorites Tools  Help ﬁ

dmBack ~ = - @ ot | @Search (] Favorites @Media @ | %* = N EI El o ®

Address @ htkp: fswsadming, sabanciuniv, edu)cgi-binjchat/chat_patron?print_converse=18a5taff= * RoboFarm

GDL'ngEvI 'I [ web'de Ara G Sieds Ara | PageRiank € savfaBilgisi - [Fgukan - *

F Y

Your comversation on September 20, 2002
s Useyour Broseser's print function ifyou need a copy

FPatron: (6:14:85 prm) merhaba

Gultekin: (6:15:06 prm) Bilgi Merkezi Online Referans Masasina Hog Geldiniz Masil Yardimci
Olahilirim?

Fatron: ¢6:18:29 pr Ingilizee - Tirkge bir =6zl04e acilen ihtivacim var nereden hulahilirim

Gultekin: (6:20:51 prm) Acil oldugu icin ilgili BM web sayfasini browseriniza basiyorum. Ancak bu
sayfaya BM I-Resources butonu altndanda ulagahilirsiniz [ opened the page
hitpoithiltmer. sabancioniv. edulcgi-binfe-resourcesimain.cgitshow=Dictionaries |

Gutekin: (6:23:16 prm [ opened the pade hitp:rhilmer.sabanciuniveduicoi-binse-
resourcesimain.coi?show=0Cictionaries |

Patron: (6:26:47 prmy tegekkar ederim
Fatran: (B:26:598 prm) [Patron disconnected]

Ilrntm At tho AAatearn- 10- 40 0 OO0 024

& Dane 4 Internet
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a Sabanci University Information Center Online Reference - Microsoft Internet.E__"- DEEF

INFORMATION CENTER

Online Reference - disconnected - See last conversation | Reconnect | Close window

Please take a few minutes to tell us your feelings ahout our Online Reference service.

Yere the answer(s) you received helpful? " Mo, notatall © Somewhat Very helpful

Is Online Reference {chath a good
weay o et help?

Hawe you used an Instant Messading systerm before Mo
svtems like AQL, Yahoo, efc)?

" Mo, notgood € Faitlygood & Wery good

 Yes

Any ather comments or suggestions ahout our service??

subrnit ... Thankyou foryour input.

.. Sabanci
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‘23 Sabanci University Information Center Online Reference - Microsoft Internet Es.p&dj‘:' et

[

INFORMATION CENTER

Online Reference

Thank you for your input and for using our Online Reference service

Wiewe wour last conversation | Eeconnect | Close this sind o

.. Sabanci
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3 Staff reference - Microsoft Internet Explorer

Online Reference

You are Connected - as Gultekin ... Click here to disconnect

Remember:

You are waiting for patrons to log in and ask gquestions ...

Don't close this window without first disconnecting.

Don't press the Escape key.

Daon't try to re-size this window while connected - disconnect first,

You should occasionally see a Reloading! message in the bottom frame - indicating that
you are still connected.
s Pay attention for incoming patron guestions and make your first response within 30
seconds.

MNeed to refresh this frame?

Your settings can be changed here ... | Last conversation

Waiting ... Online since: Friday B:27pm

=» Patron: Last patron response was: very helpful answers - very good way to get help -
Email: gultekingsabanciuniv.edu

.Sabanci
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Ne Tur Sorular Geliyor

= Yonlendirme sorulari: 2
= Referans Sorulari: 54
= Ozel olarak arastirma gerektiren: 63

= Yazilim, kutuphane politika ve prosedurleri
ile ilgi vs.: 21
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Sorular Nereden Geliyor

Gelen sorularin %62 si kutuphane icinden
sorulmus

%66 si lisans ogrencilerinin kullandigi bolumden
(UGL)

%38 kampus’un herhangi bir yerinden
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Programin Teknik Altyapisi

UNIX (Sun/Solaris) Apache Server
PERL

MySQL

JAVA

HTML
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Geleneksel Referans Masasi ile
Farklar

mUzaktan
mlsimsiz

m\Vucut dili ve konusma yok

sCogunlukla hemen cevaplanabilecek
sorularin sorulmasi




Nylink Virtual Reference
Conference!

Keeping Reference Relevant: Is Virtual Reality?

Fashion Institute of Technology
Seventh Avenue at 27th Street, New York, NY
October 9th, 2002
9:30 am - 4:30 pm

http://nylink.suny.edu/vref02.htm
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Son S0z

Yeni teknojiler hicbir zaman rolumuzu
degistirmeyecek

“kullancilarimiza en uygun format ve
zamanda bilgi saglamak”

Bizler bu degismeven rolumuzun gereaqi
- 5 g -y -r

olarak yeni teknolojileri kurumlarimiza
uygulamak zorundayiz.
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Giiltekin Grirdal
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gultekin@sabanciuniv.edu




