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ACRL Standards:

Determine the extent of information   
needed 

Access the needed information 
effectively and efficiently 

Evaluate information and its sources 
critically 
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More Standards

Incorporate selected information into 
one’s knowledge base 
Use information effectively to accomplish 
a specific purpose 
Understand the economic, legal, and 
social issues surrounding the use of 
information, and access and use 
information ethically and legally
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Changes in Responsibilities

24x7 with global 
collaboration

when libraries 
are open

Timeframe:

via electronic 
medium: email, 
digital reference 
services over the 
Internet

one-on-one, 
face-to-face, 
or over the 
phone

Interaction:

virtually anywhere 
in the world as 
long as users have 
access to the 
Internet

reference deskLocation:

New/currentTraditional
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Interactive 
World Wide 
Web stations 
and print 
materials

print 
materials, 
stand-alone 
CD-ROM 
stations, 
commercial 
database, 
such as 
Dialog

Media:

proactive as 
a teacher, a 
partner with 
the academic 
teaching 
faculty

passive as 
a 
facilitator

Attitude:
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Electronic Reference Services
•Active Campuses::

§Cornell, MIT, and Syracuse, UC Irvine

•Software Applications:

§Anexa.com, ConferenceRoom, eGainLive, 
eGainVoice, eShare NetAgent, HumanClick, 
LiveAssistance, LiveHelper, LivePerson Chat, 
VirtualRef Desk, WebLine, and AOL Instant 
Messenger
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Log-on Screen for Virtual 
Reference Desk
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A Librarian’s Interactive Screen
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A Patron’s Screen
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More Interactive Screen

A WWW page

Session Status

Exchanging
message
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Q&A Café Home Page
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Challenges:

Technology Impacts
Staffing and Staff Training
Privacy
Intellectual Property
Quality Control and Assessment
Policies
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Participation & Survival

•Theme of LITA 2000 National Forum-
High Tech/High Touch: the Human           

Aspects of Technology (Librarians)

•Collaboration with the Campus      
Community - Teaching and Research 
Faculty
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