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What i1s Novanet?

m A consortium of academic libraries in Nova
Scotia; established in 1985

m Provide an integrated catalogue and
library management system as well as
cooperative action in collection
development and document delivery



Novanet Institutions

m Atlantic School of Theology

m Dalhousie University

® Mount St. Vincent

m Nova Scotia Agricultural College

m Nova Scotia College of Art and Design
m Nova Scotia Community Colleges

m St. Francis Xavier University

m St. Mary’s University

m University College of Cape Breton

m University of King’s College



What is Live-Help?

A live, online reference service
provided free of charge by
participating libraries within the
Novanet Community



The Novanet
Distance Education Project

® To iImprove services to the Distance
Education clientele of Novanet

m To test and evaluate innovative
technologies for a new service model for
online information support in Novanet
libraries



A History

m January 2000- Formation of Distance
Education Working Group

m October 2001- Needs Assessment Survey
Mailed

m December 2001- Funding approval
® November 2002- Hiring of staff

m January 2003- Pilot Project committees
formed



The Pilot Projects

m Live-Help/Chat Reference
m Electronic Books
m Electronic Reserves

m Online Tutorials



Live-Help: Phase 1

m February - April 2003: Review, assessment,
& purchase of chat software

— HumanClick
= $110 CDN/ month per account
= One librarian at a time
= Designed for businesses

— QuestionPoint
= $2500- Standard, $5700- Enhanced/ year

= Up to 25 librarians on at a time
= Designed for libraries




m February - June 2003: Live-Help Resource
Manual developed

— Designed to assist Reference Librarians
answer guestions about other Novanet Library
services and resources:

= Indexes available

= Contact names & numbers
= Reference desk hours

= Circulation Policies




m March 2003: Live-Help logo designed
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m April 2003: Hours of service planned

= Monday to Friday, 2:00pm — 4:00pm (1 Reference Librarian
per 2-hour shift)

= Friday to Sunday, 6:00 — 9:00pm (Library School Student)

m July - August 2003: Marketing

= Student brochure
= Magnets
= \Website




m July — August 2003: Training
= QuestionPoint Software demonstration and training
= Planned practice sessions

m September 2003: Live-Help service launched
= Using QuestionPoint Enhanced version

m December 2003: Evaluation of service

= Social Scientist hired

= Practice exercises

= Evaluation Survey- on site; off site
— Technical difficulties
— Increase marketing
— Follow-up survey




What does Live-Help offer?

m Offers patrons an opportunity to ask
guestions and get answers In real-time
using online chat software

m Designed to answer factual guestions and
brief research assistance

m Staffed by reference librarians from
participating Novanet institutions



Who may use Live-Help?

m Originally intended for all Novanet
Distance and Continuing Education
Students

m Currently available to all members of the
Novanet community who have Internet
access



How Live-Help works

m Patrons click on the Live Help icon:

Nowvanef Libraries

Lae

Voo

CHAT NOW

m Enter name, email address and question

m Wait for a librarian to respond
m Chat session

m Transcript automatically emailed to patron



QuestionPoint

Collaborative Reference Service

m A web-based virtual reference service

m Collaborative project of the Library of
Congress and OCLC

m Two versions: Enhanced & Standard

— Enhanced

* Provides all chat functionality, INCLUDING voice,
video, and application sharing capabilities

= Requires patron download
= Requires librarian download
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Live-Help: Phase 2

m February 2004: Live-Help Committee recommended
the service continue

m March 2004: Novanet Policy Board approved
recommendation

m April 2004: New librarians volunteered
= From 7 to 10 Reference Librarians

m May—August 2004: Marketing

= To include ALL Novanet patrons
= Logo placed on Library & Novanet homepages
= Live-Help bookmark created and distributed




m Auqust 2004: Additional Training

= Using Standard version of software
= New librarians

m August 2004: Hours

= Same as Phase 1
= Two librarians per shift

B September 2004: Live-Help Service resumed
= Using QuestionPoint Standard version




QuestionPoint Software
Standard Version

m Provides all chat functionality, EXCEPT
voice, video, and application sharing

m Entirely web-based
— No patron download
— No librarian download



QuestionPoint Software
Standard Version
Librarian’s View
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Patron’s View
The Novanet Website
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Welcome
greeting

Chat
Status

; QuestionPoint Chat Session - Microsoft Internet Explorer provided by Sir Wilfred
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; QuestionPoint Chat Session - Microsoft Internet Explorer provided by Sir Wilfr:
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Chat Session Transcript:

Chat Session Transcript: doing a test...

[Patron 11:33:26]: [ need help finding infarmation

[Librarian 11:34:37]: What type of information are you looking for?
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Hello, T. Test.
You are now chatting live with a librarian,

Type message and click 'Send":

=
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topic
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¥ Library Chat Transcript [Question #540786] - Message (Plain Text)
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Sample Questions

“How do | go about searching for journal articles (by
author or subject) from a distance?”

“How do | search for just journal entries, infull text if
possibe?”

“The Dal library site doesn't seem to be working and |
need to find articles for an assignment that is due on
Monday”

“I am trying to find information on my French culture
focusing on the themes of family, community and history
and | am having a REALLY hard time finding anything”



Conclusions

m Marketing
— Inclusion of all Novanet patrons

m Software
— Selection of Standard Version

m Hours of Service
— Increase number of hours



Chat Session Statistics
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2003: September 1 session; October 14 sessions

2004 : September 39 sessions; 29 sessions



2004 Chat Sessions
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September: 39 Chat Sessions + 20 Missed = 59 Calls
October : 29 Chat Sessions + 35 Missed = 64 Calls
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