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What is What is NovanetNovanet??

A consortium of academic libraries in Nova A consortium of academic libraries in Nova 
Scotia; established in 1985Scotia; established in 1985
Provide an integrated catalogue and Provide an integrated catalogue and 
library management system as well as library management system as well as 
cooperative action in collection cooperative action in collection 
development and document deliverydevelopment and document delivery



NovanetNovanet InstitutionsInstitutions

Atlantic School of TheologyAtlantic School of Theology
Dalhousie UniversityDalhousie University
Mount St. Vincent Mount St. Vincent 
Nova Scotia Agricultural College Nova Scotia Agricultural College 
Nova Scotia College of Art and DesignNova Scotia College of Art and Design
Nova Scotia Community Colleges Nova Scotia Community Colleges 
St. Francis Xavier UniversitySt. Francis Xavier University
St. Mary’s UniversitySt. Mary’s University
University College of Cape BretonUniversity College of Cape Breton
University of King’s CollegeUniversity of King’s College



What is LiveWhat is Live--Help?Help?

A live, online reference service A live, online reference service 
provided free of charge by provided free of charge by 

participating libraries within the participating libraries within the 
NovanetNovanet CommunityCommunity



The The NovanetNovanet
Distance Education ProjectDistance Education Project

To improve services to the Distance To improve services to the Distance 
Education clientele of Education clientele of NovanetNovanet
To test and evaluate innovative To test and evaluate innovative 
technologies for a new service model for technologies for a new service model for 
online information support in Novanet online information support in Novanet 
librarieslibraries



A History A History 

January 2000January 2000-- Formation of Distance Formation of Distance 
Education Working GroupEducation Working Group
October 2001October 2001-- Needs Assessment Survey Needs Assessment Survey 
MailedMailed
December 2001December 2001-- Funding approvalFunding approval
November 2002November 2002-- Hiring of staffHiring of staff
January 2003January 2003-- Pilot Project committees Pilot Project committees 
formedformed



The Pilot ProjectsThe Pilot Projects

LiveLive--Help/Chat ReferenceHelp/Chat Reference

Electronic BooksElectronic Books

Electronic ReservesElectronic Reserves

Online TutorialsOnline Tutorials



LiveLive--Help: Phase 1Help: Phase 1
February February -- April 2003April 2003: Review, assessment, : Review, assessment, 
& purchase of chat software& purchase of chat software
–– HumanClickHumanClick

$110 CDN/ month per account$110 CDN/ month per account
One librarian at a timeOne librarian at a time
Designed for businessesDesigned for businesses

–– QuestionPointQuestionPoint
$2500$2500-- Standard, $5700Standard, $5700-- Enhanced/ yearEnhanced/ year
Up to 25 librarians on at a timeUp to 25 librarians on at a time
Designed for librariesDesigned for libraries



February February -- June 2003June 2003: Live: Live--Help Resource Help Resource 
Manual developedManual developed
–– Designed to assist Reference Librarians Designed to assist Reference Librarians 

answer questions about other answer questions about other NovanetNovanet Library Library 
services and resources:services and resources:

Indexes availableIndexes available
Contact names & numbersContact names & numbers
Reference desk hoursReference desk hours
Circulation PoliciesCirculation Policies



March 2003March 2003: Live: Live--Help logo designedHelp logo designed

April 2003April 2003: Hours of service planned: Hours of service planned
Monday to Friday, 2:00pm Monday to Friday, 2:00pm –– 4:00pm (1 Reference Librarian 4:00pm (1 Reference Librarian 
per 2per 2--hour shift)hour shift)
Friday to Sunday, 6:00 Friday to Sunday, 6:00 –– 9:00pm (Library School Student)9:00pm (Library School Student)

July July -- August 2003August 2003: Marketing: Marketing
Student brochureStudent brochure
MagnetsMagnets
Website Website 



July July –– August 2003August 2003: Training : Training 
QuestionPointQuestionPoint Software demonstration and trainingSoftware demonstration and training
Planned practice sessionsPlanned practice sessions

September 2003September 2003: Live: Live--Help service launchedHelp service launched
Using Using QuestionPointQuestionPoint EnhancedEnhanced version version 

December 2003December 2003: Evaluation of service: Evaluation of service
Social Scientist hiredSocial Scientist hired
Practice exercisesPractice exercises
Evaluation SurveyEvaluation Survey-- on site; off siteon site; off site

–– Technical difficultiesTechnical difficulties
–– Increase marketingIncrease marketing
–– FollowFollow--up surveyup survey



What does LiveWhat does Live--Help offer?Help offer?

Offers patrons an opportunity to ask Offers patrons an opportunity to ask 
questions and get answers in realquestions and get answers in real--time time 
using online chat softwareusing online chat software

Designed to answer factual questions and Designed to answer factual questions and 
brief research assistancebrief research assistance

Staffed by reference librarians from Staffed by reference librarians from 
participating participating NovanetNovanet institutionsinstitutions



Who may use LiveWho may use Live--Help?Help?

Originally intended for all Originally intended for all NovanetNovanet
Distance and Continuing Education Distance and Continuing Education 
StudentsStudents

Currently available to all members of the Currently available to all members of the 
NovanetNovanet community who have Internet community who have Internet 
accessaccess



How LiveHow Live--Help worksHelp works

Patrons click on the Live Help icon:Patrons click on the Live Help icon:

Enter name, email address and questionEnter name, email address and question

Wait for a librarian to respondWait for a librarian to respond

Chat sessionChat session

Transcript automatically emailed to patronTranscript automatically emailed to patron



A webA web--based virtual reference servicebased virtual reference service
Collaborative project of the Library of Collaborative project of the Library of 
Congress and OCLCCongress and OCLC
Two versions: Enhanced & StandardTwo versions: Enhanced & Standard
–– EnhancedEnhanced

Provides all chat functionality, INCLUDING voice, Provides all chat functionality, INCLUDING voice, 
video, and application sharing capabilitiesvideo, and application sharing capabilities
Requires patron download Requires patron download 
Requires librarian downloadRequires librarian download



QuestionPointQuestionPoint SoftwareSoftware
Enhanced VersionEnhanced Version

LLibrarian’s Viewibrarian’s View

Librarians currently   
logged on Librarians 

Scripts

Enhanced 
Features

Click to accept 
call

Chat 
Box

Patrons name



Enhanced Version Enhanced Version 
Patron’s ViewPatron’s View

Chat box

Click to end 
session

Record of chat 
session

Novanet
Website



LiveLive--Help: Phase 2Help: Phase 2

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

March 2004March 2004: : NovanetNovanet Policy Board approved Policy Board approved 
recommendationrecommendation

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

MayMay––August 2004August 2004: Marketing: Marketing
To include ALL To include ALL NovanetNovanet patronspatrons
Logo placed on Library & Logo placed on Library & NovanetNovanet homepageshomepages
LiveLive--Help bookmark created and distributedHelp bookmark created and distributed



August 2004August 2004: Additional Training: Additional Training
Using Standard version of softwareUsing Standard version of software
New librariansNew librarians

August 2004August 2004: Hours: Hours
Same as Phase 1Same as Phase 1
Two librarians per shiftTwo librarians per shift

September 2004September 2004: Live: Live--Help Service resumed Help Service resumed 
Using Using QuestionPointQuestionPoint Standard Standard versionversion



QuestionPointQuestionPoint SoftwareSoftware
Standard VersionStandard Version

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

Entirely webEntirely web--basedbased
–– No patron downloadNo patron download
–– No librarian downloadNo librarian download



QuestionPointQuestionPoint SoftwareSoftware
Standard VersionStandard Version

LLibrarian’s Viewibrarian’s View

Patron 
Information

Librarians 
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Patron’s ViewPatron’s View
The The NovanetNovanet WebsiteWebsite
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Sample QuestionsSample Questions
““How do I go about searching for journal articles (by How do I go about searching for journal articles (by 
author or subject) from a distance?”author or subject) from a distance?”

“How do i search for just journal entries, “How do i search for just journal entries, infullinfull text if text if 
possibepossibe?”?”

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

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



ConclusionsConclusions

MarketingMarketing
–– Inclusion of all Inclusion of all NovanetNovanet patronspatrons

Software Software 
–– Selection of Standard VersionSelection of Standard Version

Hours of ServiceHours of Service
–– Increase number of hoursIncrease number of hours



Chat Session StatisticsChat Session Statistics
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2004 Chat Sessions2004 Chat Sessions
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October : 29 Chat Sessions + 35 Missed = 64 Calls
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