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Topics to be Covered

•
 

Types of virtual reference
•

 
Virtual reference providers

•
 

Tarlton’s experience
•

 
Helpful resources
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Types of Virtual Reference

•
 

Knowledge Base
•

 
Email

•
 

Web-Based Chat
•

 
Instant Messaging 
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Knowledge Base
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Email 
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Email
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Web-Based Chat
 Features

PROS
•

 
Chat 

•
 

Co-browsing 
•

 
File sharing 

•
 

Chat transcripts 
archived and emailed 

•
 

Scripted replies
•

 
Statistical reports

•
 

Referral option

CONS
•

 
Slow

•
 

Disconnects
•

 
Extensive staff training

•
 

Cost
•

 
Patron computer 
requirements

•
 

Security
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Web-Based Chat 
Providers

•
 

QuestionPoint
•

 
Tutor.com

•
 

Docutek VRLPlus
•

 
LivePerson
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CHAT REFERENCE

Multiple 
Users Training Tech 

Support

Separate 
Chat 
Ques

Statistics Chat 
Logs

Co-
browsing

File 
Sharing

Patron 
Downloa
ds

Librarian 
Interface 
(Excellen
t, Good, 
Fair)

Patron 
Interface 
(Excellen
t, Good, 
Fair)

Price - 
1st Yr 
(Includes 
installati
on/imple
mentatio
n)

Price - 
After 1st 
year

Tutor.com X X 24/7 (on 
call team)

X X X X X E E 6500 4500

Docutek 
VRL X X

6am-6pm 
(PST) X

X (Can 
track all 
reference 
statistics)

X (Must 
manually 
delete)

X 
(performs 
patron 
system 
check, 2 
entry 
modes 
are 
possible

X G G 5390 3195

Question
Point X X

7am-9pm 
(EST) X X

X (PCL 
has  tech 
problems 
using this 
feature)

X G G 4250 4250

INSTANT MESSAGING (IM)

TrillianPro X online
X (stored 
on hard 
drive

X 25 25

Meebo X 0 0

Web-Based Chat 
Provider Comparison
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Instant Messaging

•
 

Instant messaging is a real time 
conversation that utilizes typed text instead 
of language. 
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Instant Messaging 
Providers

•
 

Trillian or TrillianPro
•

 
Gaim > Pidgin

•
 

Meebo
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Instant Messaging
 TrillianPro Preference

•
 

No server
•

 
Economical

•
 

Students use IM program they already use
•

 
Allows multiple users
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Instant Messaging
 Advertising

•
 

Webpage
•

 
Email

•
 

Flyers
•

 
Posters
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Instant Messaging
 Staffing

•
 

Librarian at the reference desk answers all 
questions

•
 

Minimal Training
–

 
How to use

–
 

IM conventions
–

 
Practice
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Instant Messaging
 Tarlton’s Experience
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Instant Messaging
 Tarlton’s Experience
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Instant Messaging
 Tarlton’s Experience
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Helpful Resources

•
 

Library Success: A Best Practices Wiki
–

 
http://www.libsuccess.org

•
 

WebJunction
–

 
www.WebJunction.org

http://www.libsuccess.org/
http://www.webjunction.org/
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Questions
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