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What’s Wrong with My 
Tomatoes?

Answering Questions Collaboratively

Constance Britton,  OARDC Library
Bob Furbee,  Communications & Technology
Susan Logan,   FAES Library

College of Food, Agricultural, and Environmental Sciences
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Connecting people with 
information

Libraries and Extension have similar missions
Customers come to Libraries and Extension for 
information
Our methods of answering questions differ
How can we work as partners?
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OSU Organization Chart
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Ohioline: Access to OSU 
Extension’s Publications
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Ohioline and Ask-A-Librarian
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Questions Answered
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Filtering Questions
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Where Did Questions 
Originate?
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Source of Answer
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Who Answered Questions?
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Question Triage

Librarian
(out of scope)

Q. I am trying to locate 
information for my grandson and 
he needs to know what is the 
state fruit of Ohio. I have found 
the state tree, flower and bird but 
not the fruit. Please help. 

A. The list of Ohio symbols from 
the Ohio Secretary of State's 
office does not include a state 
fruit for Ohio.

http://www.oplin.lib.oh.us/product
s/ohiodefined/symbols.html

Librarian
FAQ/Ohioline/

other web
Q. Where would I find information on 
pruning Basil and any other 
information on the growing of 
Basil? Please respond ASAP.

A. Here is an Ohio State University 
Extension factsheet on growing basil:

Growing, Selecting And Using 
Basil http://ohioline.osu.edu/hyg-
fact/1000/1644.html

Feel free to contact your local 
extension office if you have further 
questions. http://www.oardc.ohio-
state.edu/library/county_extension_offi
ces.html

Extension referral

Q. We had a question from one 
of watershed residents. If one 
keeps up with streamside 
vegetation procedures, what 
would keep the rats away. This 
is a very urban city. The 
residents are afraid if there is tall 
grass, there will be rats. How 
can we assure them they should 
keep up with the process and no 
rats will come?

A. Referred to specialist who 
compiled a number of responses 
and resources to share with 
customer.
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Service Challenges

Coordinating responses was an intensive 
process
Lack of an FAQ meant that excellent answers 
were not available for re-use by librarians or 
discovery by searchers
What could we learn from other states?
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Survey of Extension Web

39 States have links to submit a question
15 States have  question filter pages
12 States have FAQ pages
7 States have searchable FAQ pages
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Where is the Contact Link Found?
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How Are Questions Submitted?
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What if…



May 18, 2005 27

Next Steps?

Ohio 
Move to web-form and query management 
system (QuestionPoint)
Enlist greater participation by Extension 
Educators

National/International
Monitor eXtension prototype
AgNIC collaborative reference service
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Practical Partners for Success

Librarians
Access to electronic 
and print resources
Skilled in locating and 
organizing information

Extension 
professionals

Subject expertise
Produce new materials

Desire to meet the needs of our 
customers
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Presented at Globalization of Information: 
Agriculture at the Crossroads.

XIth World Congress of the International 
Association of Agricultural Information Specialists
2005 Biennial Conference of the United States 
Agricultural Information Network
May 18, 2005, Lexington Kentucky
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