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ABSTRACT

This paper describes recent developments and trends of digital reference services. A brief
overview of selected research on issues surrounding digital reference service is provided. It also
discusses how technological developments in libraries have led to the emergence of new service
paradigms. This paper briefly reviews reference and information services provided by libraries,
those from publishers, those provided by experts, and those where users need to conduct a
search and find information through the web. The current trend shows that the cooperative
model is increasingly popular. Some projects on collaborative digital reference services(CDRS)
are introduced. Librarians will need to continue analyzing the need for cooperative work in the
reference service in a digital environment.

NYE: QALZFIA L, AAFIAME L, sHdRz ez, FaMel2 ¥, digital reference
service, electronic reference service, virtual reference service, collaborative digital
reference service

* HRAt e EATY A YATA (sykim@Kkistire kr)
s =5 H49 2002, 11. 27
s A gAY ;2002 12. 9



214 HBEELEI F19% F4HE 2002

1A &

) I

=AY FIFEAMHAL gHAT g
o 23 109 AT sddE =3 A
2 oz 3= ogaE AEHY A
G2 gote =ARES Y WHEsT F
TAA S WEE AR 479 E2F
gAY & gl wmu ol YREo
Aol o]&AE el MEF EX T
Ade] FTAMge] wHo] ARG
a3y 19909 FHE o]F PC AME-o]
HAEsE T Qe 9 7)1e ¥ B Ve
o] wggd wa FTHEMHA YEE
EABFEAMY 20 02 BRI wp@dz}
Az 1 Aol mEA uHe stx
gtk A2 Fd5de] U9 Ask-a A
28y BEE ARFTHRAMAE 2
Hul 9 AolA TAB®e ohyg e
ABOBRE A 27 s B E
= S8 ATHT Ak oI FAE
Nz ASH FTAEAH 2 g
e g o2 A3 WAY F UE A
Hj27h obd 9Z9] B MuAEM &
/\-]_,,]. Ao FE& Wy )

2 ey JdEHY o85S Ul
= ettt 20023 11€ 11¢9) wxd
EA0l 9FH 20019% $ekete) o
g o]&AFrt AT 100%8F 5182
AA 59jelW nl= & dB¥ch &4 7}
T Ut E3 PC EfE&% 10099 324

3o

=

ZA AAFQ FFolch FH 20029 6
4 dA A J"HY ol &AFE 58%
2A A& Z7b FAolH B3 HYE=R
= A 949%s AE/2HA 9 809%
7F AEYE AMEED Qe ALER XA}
HAck 23 A AHEAE WY
AL AAY 814%% AR ekt
o oA vt EAFE FIAHHEAH]
2% o9} ZHE AAAH £FEUA HH 9=
e HUg 83t J1EY JEAHA

9 g PRAANL $IME £Y &

NS A e s A Ad
A oA W AWEIA e 19w
OAYRTHRAN S ALY PR B
28 712 ARE ANHL AZL o]
Hoig AzHoZA e Arile
FTARANEE 75 5 A= A9e
slgats deol Z5o] itk

OAYFTARAN 2

<
stz T ol s
al
8

0% re
e g
4
iy

o
L

i
M

FALE AR 18

1=
o
ol filo
ok
2
&
=
Ho
of
it
K
O
e
Ll

[

XNogn = e R ol

i} opp -+
£ o A
im ox
ik

fl?'—"
o}L
_>Z,
=
):
j,Q,



o] Atk
= §ol= 1980+
= ’\}%5]7] T R e R = S P o e ] e
o} AR I AE H or|E §
AMER Sk I8v fd9Es] FEekd
gAEZIMH s o8 EAMFS
WEskA 3 94AdA PCE F3Hd
eglel AAIZIo R HITAHAMEAE A
FTHE F Qe ALEAM AAZIA B L
B goig sdoeldt 2719 HAAIL
Myl 2 284l HolEw o], CD-ROM
o] o) B 1] o] X, QEiYl ARYE = A A}A
BHYS FIAu A FL3= A o
3t 7] wWEelth, A% gwlY $
A AT AN £ ARAAANS F
& oj&3te R FHAUCD 1HY F
ZolE FFHAA e ol &R A AR
AEYES X8 4% FRAE AT
8 Fof glo] AFdes R 1 AE
o] U= i}t YAGIIAHHAH L
o] Lojol #ata] Moyo(2002) & ol& &
kel AAZF YA X(online real-time
reference: ORR)ZI A =H o)+
A4 AR ARYA el A (synchronous
electronic communication)& €7 3}7] of
Fojrt, I8EE UXNHAIAZHAu| A
o1EJ N E] H (interactive), AA1ZHreal time),
E A (synchronous), 2ol E.(live) M ¥]| &
oujgity, PRI THRAMB A FARE
LolgA 7P AH| A (virtual reference),
2891 % 7 A8 2 (online reference), 2ol

B8] A(live reference), Y& FHIA

L o

o2

OAEF TR A AZ AEFF 215

R:)
>

(remote reference) E°] 7 ALSE

BHILLA,

HE, AU, BE, Ml § 4 BE
oA wf§ thekstAl ol FAL Qi 1
FollA FEAEAH LY g2 o8
Toll st &Fol vlmE Aot
Ay AR, AAAANR & T A
AZIZZEAH 27 BASHEN =AM H
v @Yol FHH2E oA +3E
< 1990¢d FolFHFE ol &
= OAYILAHEAM 29 Hduto] &g
Ul N A3E A 1Esiy
A wFoM FHL de AEE
st 53 HAEIZILPRAHE 29
Yo a% AL ¥ FHALE 40
stazh ok

Ll-{rr

>

¢

R

2 =9 Hd+

21 =W 9+

FWAXNE AAZILPBA B 20 B
=0l 1996358 LEH7] Ao
A8 F(1996)2 AA+AL O]&?‘s} A
AFIA 20 B ATE
FHMY| 2o A @ -%
AlgHEok AH o] &AE

to o
o

e

By
D)

i

4



216 HHREESETE F19% H4H 2002

MEZA AT S FEEYT o] Al2d
JAFLA M EAI LY, AAREY
MU ZA 2, T2lY A LF M AE A
s I & AxdFer FAHUGD

8 EAS(19)E AR DA
A]T&—% 488 AFEAD ARZTAN
2 B BE AL LEFUA AR

%}Iﬂﬁl* A w4, IMEAE Y 2
Z3E 93 AAAAT
TR AR R 2EE AT AR #A3
MBlZ, J2Y FAQR 48 E3& 7l
Fatiny. 121y JHY /W FaE
Al2E g 3¢ AFEAN wEY F
(2001) Fxd9 FeAvizst FuA
Y AMolEE A AFse FxA9
Nede 7}1“‘6}3’_ W= BE] Hol
EHlo] A8 FFoE HE3te FIFA
e YL —’F AE ZdE A s
U A B Eoolx Ao e}
G FAH| 2] AL IRIEE EA G
AT Ao F dFE I dEEAH
€ Al Jdoe EFsd EHox &
R AAJIME L g ZARIS FA
Mulz AI2HAE BAste] FIAPHEA
Hl29 A& AN F e 71E AR
AABATHH ST 1999). &H AF
5(2000)2 =W dHSt=AME AR
8]~ 24 F3L o] =W B &
oA EAMste] BEHA AAFIAMH
Ao zA TPA Y, o8 &3,
A GAE AFHOE AFe
Aot 1YL FAE(2000)> FH

c R L ENc

O

2 [UR ﬂ]lm

X

ot > g
'r‘

N
= o

ot oB.

lo

A% AAFTARY A2 2
AAAN 2 G ZAS A A
FTRRAMIZT 27 BeaA e A
o epih

YAGRTEALY EE Tzel B
A+(AAE 2001b)= CRNEFIBAE
TFEH o] duk A2"elE, AR
Aol dolE, HITEAIHAHZE HL3)
04 AL Z gAY A4 011}— setat

ol FxHAE

dtE =A# o)&AES A% dAY
FLZA 7158
TEA B
2001a).

ol Zol FoM= 19969 o
AAZIZEA v 2o B AukE

& 4 U+ MyLibrary
A+ FRIHANAHIE

Al 4
771 HEEHAY HAFTAHBA 8] 29
dEo B A7E of Fol B 5 ¢l
th o]Z2E FUAAME EMF EE AW
7187 ZEAAY] FYS vFE3o 2y
o FHete WE sl 23 F2 3R
Yol o]FofA 1 o} FIAuAY
Foll gt JH2 oy FHT YA &
o Oy doRE U EAFEo|Y A
BAEE FIAEMEA T sl
FHeE EE A9 389y d89e
Ao g FaYEAMuAe Ag Y
ANFIE FY ol &R ENA ANZEE B
o2 i F UAEE kFsof & Aotk

22 =8 AT
oMde FF FAFEAMUAEZA



"= FYWS T H(National Library of
Education)©] 1992\ 39l AskEric ¥ A&
AAE AL 713 Aok I3y
AAZ IR HAqH 2] B RAZHA o
T 1990dd FRERE otk 1995 &=
Internet Public Library7t SEZHAT
2000l = W= 3 A#e gAER
IARBAMB| A7 AR EA 19999 10€
de txEIdZARAu 2o B3 Hx
o AHYAY A13] Virtual Reference
Desk Annual Conference’} nl= HAE
A AHH7 AN BIE HA
HaAth 2000 olF sie #d 2 @ A
of d¥d ATES e L}
Cray(2000)= PS5y o= o st=r
Jl dxolF P 8H(University of Illinois)
5 100 7NFE Ao E HFFIAR
AMEl A JqEgS BASAY MulA &9

AA, olWld AMulA AF, FAE kA9

ki3
bed AEY FH
a3 ol #3 Ao AT
PR A RS AA SR A7]de
v 3 Qe oigk A, AMulx WY Fo,
SHAIL @&, MBAA7E g, AR
e BoF ol EFHUT
Tyckoson(2001)2  FX A8 20 o d
Z1BHY Ve 2ASY JHUE 38
o FIAME LY HRE AES A 7
A AT @A Bo] ¥HAHE ¥ 1
VA3 AH LS WA RS 9Asy

o FrRBAE A M A Rd

ALY Y B e H2 AEFFE 217

e RE AP HEHE 498 Aol
ohjet 7 EAY e 2gE AL
24 Azl 329 £AZ AT 99
AL FTARAE ZAE WeloF B}

I FAsr

Janes 5(2001) 10709 A& Ayl
AtolE S} 10719 BldE 22 AE7HA
H A AOIEE UIF2 2 107] FAl#okol
# F240719] FJE B A 7 A}
o|Ed] W3 54, BH, MIx F& F
AbEt, ARHoE AMNARE "Wag
v FAYgE FE BT HA

zolq 23 AT & o

WM #AEC] AR 3 txE
FAREAE 2T F@T Zo] ol
22FBE ATE F e F
ook drty Attt

Moyo(2002)= - m Yo}y 8HPenn-
sylvania State University)e] M Z2-& 2
AEAE A HtdE =Yt =AS
BEAu 20 RAAZMAE  FA7 =
FEE A5 LA AAZ FZHHEAM]
2E AAE AHEE 2EHAT F Ay
29l ZAYg AZES], 7i¢dd A
2 FolRE ZZAEQ Qo] #Hslo
A TR BAMY A L& B
F43 AOlER AJfstgth =
Sl AAZE Mulxe] ooz

A, LFIEA My, Au]x EAbs)



218 HHERSGE F19% B4 2002

Hold, AMvlL o o, AulA H9
g, ArYAIAY vFy, dF &
2k ML, o]zt BE Jg 52 EX
o ool tighe] MR H] A
W3t AFZA Jessica $(2000)2 JAE
) 8H(University of Washington) =A%
9] LibQuest& 47083, Eric 5 (2000)
< k27fEetel g3 (North Carolina
State University) TA&o] A|F3sh= Live
Reference$} Ask a Librarian AFo]E]
3l Hw;3Y Tk

Chowdhury (2002) &= ¢ #7339 ¥Ad
AT FRYBAE| LA A o
FI QBB A7E Hd gt g
S AZlstr T "oy A9
Higko]l FARIZFE dAFEAth dAY
OAEEM AL FE YGRS g
AAA B g FHS FE 9Ed

A¥lz e 2381 okn AFsd
o 2 B 9 A AEAF &

o8 YAYEAMBAA fEstE FHA

28 AT 4% NELE AT 49
< A¢tat

Curtis 5(2002) 7= W 770 A&
Aldol EAl F8 FA FIAHEAMB LY
48 g3 ALY =A80Y #F
FIRABAH A FHLE HAEVe 2 FME
Hges sgon Aula TH A9
Zy AR U BE AMuA 3yt F
267)  gEol EFHUTE HAAAGZH
7HE BidEA AMREE ARUACIAA W

ofyr >

W ol dolglet 1 ouje]
FEAE A L oby F7] gAd A
02 Ueyt A3 FIAHHEAMH A
48 dEYMuE 2R AAEE FHE])
AeiMs Azl FolER] e =AHA7
ggo] Hasks At W HAE
T FE A (Boston Library Consortium:
BLC)dl #& &9 Atdle dAdERY
BEAH A FH F4 Ae 71FSA
Wxely el d 4 A& Rot(BLC
2002).

fd

N

39 Ao FAFRAH X

AAFIZEA v Lol = oY, A
AANT, AE, AAgARSG 22 ¢ 2H
Z I AZEYAE A AXNT F
IAH L, 23 Y Fol ok F
IREAB|ATE H2E 2ERIcE AFE
AL 1984 v el @A =) 3K University
of Maryland) BEZAA¥|AEA IS Azt
A2 YA 2 (Flectronic Access to Reference
Service: EARS) ol =719 Hapz
IAHEE oWdE FIY FIFAEE
Horaty 9He A AUt o
FAo= oldd FAARAE A H 3§
g 4A EJou Aol AdEFE
NN7b Asde 1992ddE AskEricst
19950l &= Internet Public Library 59|
=837 FATH Wasik 1999). 224 o]

Y FIMEEE JEHA FIAMEE

>



9 viEAE W FAHA Lo Bibs
St & A WEe ¥ F e EA
A& 7T Ak J¥E2 o)HI B
AL A st B APF &
Qe AAZ 1€ »oE 3 HAG

(Kasowitz 2001).

1999 % w5 AFE=AMBHI(The
Association of Research Libraries: ARL)
o] ZAte] o3t tREe AFEMBE
ol Jd FeZE MA FIME2E F
P2 e A2 Uggt B ZAb)
T ARL 39713 F12271 & 78%7F &
gAY ¢ /1% F 96%7 AT
AMUl&E AFEE AT o] FAME
oMl MY MulxE FElol ®el A
€=l Sk YL o]&AEo] UAEY
Ao A AAZeE dHztEg & F
o] A& 19959l Internet Public Library
7F AZFLE d2E /i A" AEY
oF AAsHA AlFHT 200098 F-E
o gAME ) THE FH ATEY

E AMS3 AAIZ Zau At AL S
HFAL Atk oA AREAH A
29E AL ALEA olfAE EEY
AZE S glo] ol" HEl$ AR AME-
& g Ao I8 FES F4E 5 ¢
2 FAE JAE o= gloy HIAR
2 g9He EUE 3 XHwo|~E 75
& 4 A (Horn 2001).

AUl 4 Folls dEgEA B HAE
SA o]l AFse FIAHEAME 2 o]
= U™ Ask-an-expert(AskA) Aju]X

OAYZ IR 29 HZ ALFE 219

AFshs FAAHBANE A AJEV &
B EFHL Uk v FHE
AskA AMH[A7 HEE EAH
E F1e AYE 7139
AttE Folth, I3 o]H Ay
27F B E AAE #dA AFEHE A
SE8E F-EA ¥ A7t ool
Chowdhury(2002)& € 9 289
FIPBAE A F TAZ] opd oA
AFEHe AHEE A 7HAE FEIA
o 152 WA € g8t Alssle
R, FAARENEC] AFste= A, 12
o &A7t A BFAE & JUEE 3= A
solth. 18y gAERd AR MuE 27}
EAFAMF-E HRHJL E3 o W
Ao AFHE TEANF 7L =1
Uth= FAA A Fo] AFde gxd
FIZEAN 27 M Fosit kA
B AT AT AFde FIAR
MEI2E EE U )RR dald 4
HR 3 gk

ol

31 =AM FOHBEAMH|A

vl H AW Y o} P o) 8H(Pennsylvania
State University) EA#2 N2 ¥
AR L dHdd-E =Yy =AH
BEAH 29 RIVIAE  dFATEH
FEs Az 2 AN FuA A
25 AAEA HAh of tigto] ALLE
SZEG o] Library Systems & Services,
LLC(LSSD) el 2000083} 200134 7



220 TREEEEEIE £19% B4R 2002

2 H2EE AA 20019 7HS5H &9
3 dth(Moyo 2002). 3H LA ET
oY & (North Carolina State Uni-
versity) EA#E gk olvg #9
o] &5 AH Q74 thaM FZAHR
MBI AE AF3t7] AlZEdnh #e] o
L5 e FITAEME|AE A3
ojdld, 18x 2l ME& F3td
FH3 AFdrh o] g2 LivePerson
olgte AZEE AHE3IY ol &AE
% Live Reference oto]&%t Z¢3lH
&% F JEE Joh IY FHSEE
Ask a Librarian JAFo]E (http: www.lib.
ncsueduw/libref) & 7HAste FE JHYGE
Y39 & I=E sAHEric 5 2000).
A= A AL 9% Ask a Librarian
ME|2E FFEAMT YEYIE 539
AFer Atk FFFEEAFHLS 7193%
H ESAE, AredE AR F
#e FIARMUAE AFE AF
HeE AMul2e He st 593 AR
AHAMEE dolEHolA FNE Ed
el R-K °]E7]77}7‘] o)-$- oheksirt,
FEYHEAM T 19949 692E A
s JJ’_;‘*EHBV‘E A e e
ojld EE FE AT o
(Missingham 2001),

ojftol=  AskFric(http://www.askeric.org)
< 19923 %8 AvjA3ty e ZE&Eok
ke Q&A AO|EEA v|F AwpgRe
219 3l Education Resources Information
Center7t €932 Ut} Internet Public

)

o fol

Library(http://www.ipl.org) & 19953 ®]
= A7 gy JRAEGE] Ay 3
4 F THAEE YIIAEE TR
AltE]o] @R7EA] SEE S ik
J2 AR Yol vlF ey
A9 2] Indiana Cooperative Library Services
Authority(INCOLSA), EAE x99
Boston Library Consortium(BLC), &2
A~ A9 Metropolitan Cooperative
Library System, AMZFAIAT X H9
Bay Area Libraries Project, ¥ xo]F9
Alliance Library System, 2I#l3 7}%
Fo FAFCE 7HFE B e A
o724 nFYI=MFIH} OCLC7F &%
g OAEATHEAEA FY 2l
Collaborative Digital Reference Service
(CDRS)7F it o|ZZ 2002¢ 6€9l
QuestionPoint (http://www.questionpoint.
org) 2 WA HAL
Syt AARFIAMEEE FE
e, MAARE, Q&A, FAQ T4
o2 AFHL Ut} AT F
EATAME 7] o] &K
E 3t FIAAZE HHS A
< 59 e WA AE] 1*5-4
A E Bt A 22 AAFA
HAH|AE A2 ok @ =3
e BATHAAE ¥ oA
A oldd £ Q&A AY¥|AE AlFd)
E‘f"?‘ﬁi AGAE A

> ok

mln
o

=
oz

M jo Mo R

OH i
_’rj



FIAA B ofdgl s)Fe] R
AE7E FaAYel e HE AZ
o olgt Zro] Fue] HAFIGHAY]
A o3 xRGA Eden FvA
BAu 2] FYHo| B oA 2 #
AE 771 AFsE 20018 Fd
29 JjddME 94 AF3 CDRSE
B2EF7] Yste LC HE& Rt
o LCY Fegow WrE Aol ¢l
Ak

3.2 STAL 3 CHEIAL UFEME|A

AR AH7|Ho] AT JF1AER
A8 Zojt), o] MH|AE FE JAHH
FA A B 28 SDI AMH|E Fo] o]
W &3le AL ElsevierAlst 242 A
4 3t AlF3t= Contents Direct
Service, Academic PressAl7t #l&ste=
IDEAL Alert Seoltyh. g2 Wiy
Book Notification Servicelt Amazon.com
3 Zol AL EE WMEIE AFEes A
Zehl AMH]2 DialogAtet 7+ 2kl
A A B A3 7 Al F8ke SDI A&,
ISI7} A &3k Current Contents$t ISI
Alerting Services 5°l Utk o] g Ay
25 gFE FEo]Y Dialog Alerts9}
ISI9} ISI Current Contents §+< f&o|t},

3.3 FHEEI HOHEME|A

=M@ opd w3 Al A FAAE

OAEFIPEA 29 HZ ALFYE 221

7b7F AFSAY B HE A IF
3 Ae FAAAMFO] AFstE AMulA
olty, olE& EW, AskMe, AllExperts,
Inforocket, Find/SVP E°] itk
AllExperts(http://www allexperts.com)
19983 5B AlZHd QIEl el 7t
F e sy Bd 85 Q&A AHj2o]
AL oA, FEA, #sar F o7
dZ71E0] gHs AFd o
ok st 1 Rofo] HE
Rom E HEIHY

3)
& gtk G Foky

il
9

o

2
M o

_,,,
i)

il
e
o =gy gy

ook odr food fr

i |m

o

12
fEodm [k X

%
2
P
N

~

X
)
b o
A
i
Mo
o
b
=

< W& 7+ Ytk Inforocket
(http://www.inforocket.com)& HAE/}IE
ol FAEHE AFshe 8 Alo|Eo|t
Find/SVP (http://www findsvp.com) =
HZUA3E FIPEAE L APJEZA
B ZU A HE7MEC] AEE AT
T @ G HEo] RaHE) ol A

HAE2 BT g 3AlEY] 93t &

Ju
2
=
=
gt
:

M ZHssith olg2 FERAMIE B
AE @ A9 vs 2508 ok

34 OISt 21F B ETMBAMH|A

olgAEe] AY FAY F JUEE d=
ZIARMY2AE Infoplease, Britannica,
Internet Library of Librarian, Reference-
Desk, Xrefer, Askleeves 5°] Ut} Infoplease
(http://www.infoplease.com) &= A AR,



222 HREERPEE F19% H4% 2002

ARA, AL, QIEARE, AXZE AA
AE, H2RYE F Y JEHE FF
32 Aok Britannica(http://www.
britannica.com) = B ElUs}t W AA-S
AFets AIEZRA, HALA, 44, AL
A, Aads 5E d93td 719 A4
ojuf ¢aul ANE.E 4 U Internet
Library for Librarians(http://www.
itcompany.com) & AME A3 A
EAFoly ZE FIAE E A E0]
AF3or d8% FHE £5332 100
o7 =& 9 LC OCLC 53% H3
H '}, Webhelp(http://www.webhelp.
com)<= real timedl real people2F-E] real
answer® AZAE ARz olzE AT
F B 3|E 757} 59T 2o o]t

AskJeeves(http://www.askjeeves.com)
v 1997958 AF3E Ro2A 4F9
A4 QoA AT g FZ4AH
2ol 7M5d Q&A MulzEls HoA
7% FEAE 2oty &F Ha 23
wAde AEE HFs AE dE &

< 59 Zolth

3.5 LSSI 7HSEIMH|A AL

B AT HAEIATZEAH ALY
AHE AESY] 98t LSSI(Library
Systems and Services, LLC)9 HIE A}
olEE WHESItKhttp://wwwlss.com/vit).
LSSIE ©ule wjdHEF e AT

T ANE ol Ao E AHYsFE

3 Apoln HZolle THFRIAM B A

B e

ZEJE MEsdt Axs 2002
119 219 AT QF4A(W])F FHA]
b AE2ANFE SR LSSI AlS" S
HEsHo Aed de A} v F F
FA 9ol = FIZAR Patriciadl Al A
AlZPo 2 Zostl @HE AL W&

2 (& D3 2ot
4 RGP BAN X FY

FIFBAE A FEHE & 7AE
EAT JYA o] FxMuA FHE F
7hle] 3T S EE FAAHA
Hl2he 93 FHAE TAsd A4S
P/ T g} o]RAE ME "olA 3}
= EAEH AskA AHIAES dd F
of FuAF it g 2 7 7
o] 7N Y& AEANE g &%
871 figteltt, olgk 7ol I A HAM
2 JFE A3 FEICEH JdHE
E3e g2 2

- AAHBAH| A JRE B 5 9t

- 7} EA3 ZIAAM Y AEAAS 5Y

< AU €4 F Sk

- F3ARAE 2 FJEGE HoF &

£ &
- Y EYIE EE AAAJL YE
A2 Y & U

- 24/7 AW 27} 7HsE

- FFH0RE I FF9 FIAR
AMulAE 7 E £ o

Zv EM3 FAAREANE JYe

a



UAYRTHEAN 29 B3

CE 1) LSS CIXEETHEAME|A

7

ks

A=
(5]

8

223

A49:

Aag:

Patricia:

Patricia:
A4
Patricia:

Patricia:

Patricia:
249

Patricia:
Patricia:

Patricia:

Patricia:
Patricia:
Patricia:
Patricia:
Patricia:
A4

Patricia:

24:
Patricia:
Patricia:

Patricia:

What is the tallest building in the world? And how many stories?
A reference librarian will be with you momentarily. Please wait for a
greeting. [Patricia, a library staff member, is coming online..... Please wait.]
= ol Patricia7} ¥l t&3} & wAlR] g2 o]
Sukyoung Kim, welcome to the Virtual Reference Service demonstration
site. We are here to show you how virtual reference can work for your
library.
Do you want to see how this product works?
Yes, Patricia, I would like to know how this product works.
Ok just one moment. I have two patrons that T am assisting.
During the online reference transaction, librarian and patron may communicate
via chat. This process is used to answer reference questions between the
librarian and our client libraries.
What library do you usually use?
Special Library
Ok, lets just use this library,
[Item sent - The Library of Congress]
After looking at your question I can send you information that will help
you with that question.
I can push pages to use and other links.
I can send you articles and various reference resources,
Once you receive the information you can browse on that site,
With the site that is now on your screen you can look through it.
[Item sent - The Library of Congress]
[Iltem sent - Click Here] (Patricia7} 27 1= 29 LC W)
While you were looking on the LC I was searching for this information.
A F 4% £%9) World's Tallest Buildings & o] t]AZglo)
Thank you so much, Patricia.
Ok
Thanks for visiting us. Can I help you with anything else today?
I hope you found the demo helpful. Good bye!
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