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[ Abstract )

The trend of reference services today has been shifting toward a more interactive,
collaborative reference model, in which both the reference librarian and the reference

user play the roles of information seeker, information receiver, and even information
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creator.

Researchers who study virtual reference issues think of reference services less in
terms of question answering and more in terms of research, information selection and
evaluation assistance. This article has done some research of literature from traditional
reference services to digital reference services, and has collected experts' views about
the latest trend in reference services, and has found out that today’s challenges will
be to design and implement appropriate technologies that can support and enhance
reference librarians' capability when facing the users' needs and preferences. And
it's important to incorporate these technologies into reference librarians' education.
Although RIS (Reference Information Services) are moving more and more toward
digital environments, this study suggests that reference services as a whole are not in
danger of being eliminated any time soon. While librarians might be called upon less for
assistance in the mechanics of basic information searching, they are now needed more
than ever for their expertise in teaching users about the nature of modern information,
for sharing their knowledge of the wide range of available information resources, for
collaborating with users during the various stages of the search and research process,
and for evaluating information quality. Librarianship today has been facing a great deal
of challenges, but we believe with the flexibility, creativity, and dedication inherent in
our profession, we will be getting better and the reference services will be more & more

complete.
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(2) %M (Expert System )
BEE R ERER e BR MRS BEZHRG » RaEE
B BRIEREHER - LIS EE AR SIR IR -
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 BEaBs 53 IRF (Collaborative Digital Reference
Service) (3£23)

BEBN2EEZBRG 2 URERENEREA ] » R8T 22R% &
BRENFRENEEEE TR S EIRER > A IERBEE 222 RE - ik
BR24/NEF - ZEMARRIIRBEERE A - R0 SN EERARE N
ATIHE - BrE— B E AR AR  REERSBASEREEE - fiin
SEBIQuestion Point F1E (§¥24) - K&EGSEEEZAERHM (MCLS) #y24/7 5t
& - [BHEI2EFK#E Virtual Reference Desk (VRD) -~ ZEEEARLZH: FHyAsk a
Librarian JRFEE4EETE -

syl
“+""QuestionPolnt’ Chat with a Librarian
m A5 Pleasa S cut the folowing information and click the Connect button to
LI SANTA MONICA PUBLIG {words or pease [ 7] | .
) LIBRARY{ Cataog [Dampase § ]
[ Homs | savoes | poots,Musichoves | Progams | Researn | _kaos sPaenss | Tesns ] P e
Libeary Catatog ASK A LIBRARIAR
| OniseDausbases Conim ersl
Computes Classes .4 Locations & Hours /T
i B T Y 5t Ll -
Askawrhn 4 Find you nearest wary locat ‘our neatest Library’
| Locatsistory o L 1
| WebResources Question Point + Zip Code
*Bo0ks & ehutlo Chat service from ibrarians in Caifomia and across the country ks avad L 1
night! * Question
4 TextaLibrarian
‘ Text asksmpl to 66748 during Main Library open hours. Standard message ral(
H Thank you for using our service
i Telephone Clcking "Connect” means you agree to the Servica Terms
j‘ (during Main Library open hours) - ¥ Required Fields Connect| Reset Form |
[T T 5 =, 5

[E8 Santa Monica Public Library--Ask A Librarian Question PointfR &
ERLZRIE ¢ Santa Monica Public Library Website
http://www.questionpoint.org/crs/servlet/org.oclc.admin. BuildForm?&page=frame&inst
itution=10008 &type=2&language=1
(2R 1014E1H10H )
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Hello, Clars (clare tien@gmaR.com)

Oill lenscrl’L 1 want to find onlise full text
reflerence services,
[De!nlls madan'menms has joined the
ession.

[Dc!l.m.s ﬁllmEng(wlz lamhdw\ao‘x
ering questions for
mmm Imru&lowhztyouwmt wlcan

o — PUBLICLIBRORISS M

EDeButts: hitp://www eciodloests.ora/2002- PeILIC Lignany A3spcunos
2/refer
ence.him
Clare: espedally focus on public Bbrary
Eimr::mmt ; 2001-11-00 2 itle too
Mewest Message
EDeButts: FEATURED ARTICLES AUTHOR INFO ADVERTISEME
itp:/ fvewwe.publiclibeariesonllne, ora/ma
atured-artice . s . - Virgd E. Varvel, Xr. is & Research ap————
s s b et Characteristics and Trends in the Public  KeesdwieZeces o ;:
: g Schotaratep 8 the Coadut i 220‘00“
Library Data Service Report e e demasan
Soence p he Uriversey of oo, : 225 publis
Access to timely and refevant data is an essential component for public Rraries,  Urbena-Champaign.
The Public Library Data Service (PLDS) survey has been providing such data to wwarvelgWinoa:odu, Ha w currently PIuslibruryExc
the Ebrary communigy since 1988. PLDS is 3n annual survey conducted on behatf 123000 The Purbes of Chrutmas
of the Public Library Association (PLA) where pubic Rraries from the United by Ruck Watren. B
muwm&?w:%ﬂwmm?mﬁ e 3 — P
annual use figures, technology, dional egones, AZIN
rmxdﬁsmeyuembﬁshedbymmv:vﬂa;a\nmanm _M_A_______'ElS_S_L_'!;__ W
subscription database and yearly print report. Resuks avadable directly in that [ 5]
report ase not duplicated in the analysis avaiable hera. Rather, this report i g a2 un
presents trends across the data and aaress population proups. o c0se
Compose message and send 1o Kbrarlan:
~ VoL 4y
! =R § ..
Preferences | Helo | Exit Chat ";
+ Per $1,000 of Roraries tended to expetience sSohty less A
output betw mmmawmm
« Ubrasies serving a smaer popudation tended to have higher per capita Tram the T|

[&9 Santa Monica Public Library- Question Pointff_FE&EHE5TH

R B RN ERERESRUEARRE - BREIEEE
MERESCOEEEE > BHEECIRETENEEENENEK - £EIE
ERVEEEHERSBMN B EXRIRE - FlA0 - REHEHAL2E ARG

( Collaborative Digital Reference Service » LI TN ffifECDRS ) EiEiREE R M HEE
HEREIUHERZERE - BT RN SR E R R 2B IR - FRIZHNW
iR E S TENETR - BRFTE S ERE AT E A IR — Rt - S1ERE
A LI RCDRS A HE I RRE - R HAGFENSEEE - HEMET
DA EE A - ErLIEAZEEREEE - 2EEEE - EEEEIK
EZERI 2 ERGER

ﬁiﬂiﬁ’ﬂ“/\ BB E AR FELIAERARRL - BEMLREZECESE T
HYEHE - & (EEEMNETE) B THA, (MEBGER) mESE
HIfEE » & ?&‘%ﬂ%%%&%%g@ﬂﬁ?’%%ﬁﬁﬁzm - FEETERVIBILT » REEALIEHE
ZE—EEMEREE - IS TEE R RE RFIRAER - DIE
AR ER B -
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BRFEENEKREHIDIRE R 2 3CF IR ~ BFEWIR ~ TRENE RS - BMEE0R - fE5EE
o~ 2ERE) - BRI - TEPEIAKEE ST - 20054 SchmidtflIStephensFi
Bl S R RN B RABIRSE G FRA LD » M0k EE e B S Bt S IR
B WM SERT SR RIRSRR S IR FR R B EET%
TS LRSI EEHERS - ERRIRERRS B IRSIER T (FF25) -

(—) 1781 (Mobile Service )

IR EA ARG (TWNIC) 2011487 H 28 SRS
FERRE ) e BE2011F3H4H1E > BRERTEH LEHALDEE3NE
A+ BRI100SF5EIN2.61% » BRI 125500 ERAR - H18.82% M BHEF1TE) L4 -
HEMRAMN RS » DISEE4BIFERET RE (5526) - FEE1TE LEH
B9 R DU BRI - 378 R AR ERIAISEE2TEH LEiRB =
FERE RS TH  FrinyRBIsR Bl & AE 520065 #: HSMS (Short Message Service )
&5 [k# (SMS Reference Service) - {5 & v E @A E RN 7\ SR RIE
W —RAEREE - SMSB2EZRERR - HhEE—-EHA LFEER i
B AR ENEETFAE - BE T —EETHAE - BEE RS

(§£27) - 534h » BRSNEEE L B EE L S RN e T PR IR RS -
Ban - BAIEERE - MO/ TLEZEES - Ball state University Libraries, University
of Richmond Libraries, British Library, Duke University Libraries) 5z OverDrive/\ 5]
FHZEN - BB ERREREIRIN » Mo BAREE - 2575 (Aska
Librarian) KA {teE &R NEBIE IR -

'k-,-.«*!!!m @ 172 @ o tooum
www.bsu.edunibmde;j [ -
hﬂf |
@ @
Articles and CardCat Ask a
Databa: Librarian
DVIF @
E-Joumat Digital Contact Us

Media
Repository

Fﬂi._ﬂgﬂmilj
TS C & a8 6

[E10 Ball state University LibrariesZ-{#fiK Ask a Librarianz=[H]
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(Z) B 2Z R (Virtual Reference )

EBRB2EREE B RESEEEETIREZD EE - R
(Chat) - & (Videoconferencing) ~ Z:[EBI% (Co-browsing) -~ BEFEER
(Instant Messaging) ~ #EFEEEE (VoIP) BEBEFEHNZHERE - EFERT

FREFRE S S, - EEEERA - BR24VNE - BETX - EEREEREAT
AR - TRELS SRS ERy TRt (FE28) -

BT WikifIPodcast;z 4} » 5 — A4 Second Life (SL) B2—{EAFFHEZEE]
ESEOTRE MY BIRES > SLAIIAN20024E » FHRealNetworks/ZA E]FJCTO Philip
RosedaleiEi@LindenEEF = (Linden Lab) B » B—3DmEAFHNIRE » £~
@%ﬁﬁ%ﬁﬂ%@ﬁﬂﬁﬂﬁﬁﬁﬁﬁm—kfﬁﬁ  WERHLE IR, - 25 - B
R - 23R - FEEAEEIRTE - Stephen AbramfE20074E2 H#YSirsiDynix
OneSourceF5AFHEE — N &R —HEENERRENRR - EHEELCHEAE
B EESERH8ES (experience) ° ﬂﬁ?ﬁtﬂ%ﬁﬁﬁ]ESLﬁﬁﬁﬁﬂ'ﬂﬂE%Wﬁﬁ :
B/ R EAZFYJ8ERE (A science fiction and fantasy collection) ~ BRI HesE
JEARIEA (A walk-in book) -~ FEZE® (Book Talks) - EE{EE (Authors as
visitors and as events) ~ Y - BIFEE - éaﬂ?ﬁiﬁi@%ﬁﬁﬁﬁmﬁﬂidllﬁﬁ
12« 7SR - IR RS - TeohSoup ~ BAERERL - BBES
BE ~ BErRL - BUER - BRBE - BB (5F29) - #EESER! (Wikipedia) ' Libraries
in Second Life ;, —3C P8 (§830) - —LbfE BRRES I REHAE M RVFR A0
HEHR TEP B OIS - fEREE B CHYRR @ BT FRavEER - KRZH
B B TR ESERE BRI E RN T - E RS EEB I ZHIRME - 5 —%
HEATWAR > TEZAL ) BHETEENESE —EEAAREEE - BE
RIS EMEANRARKETMERET - FILUEREDER - KE2EE DA
HIEESEENTEE - ERESMEZEIEH - ALA Island in Second LifefE20074EE
I AVAIRREAERAVE H (2012818 ) EREE - DR/ OFRRHELESL B
‘g (§E31) -
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'COMMUNITY VIRTUAL [f
LIBRARY

MAIN BRANCH

11 Second Life Community Virtual Library Main Branch& &

Denise E. Agosto (2011 ) FEZ2EIEH6EREEZZRBEN S (Six Major
Themes Relating to the Current and Future State of Virtual Reference) (&32) :
1.2ZiRE %tk (the Convergence of Multiple Modes of Reference )

2.2 ZE RN (the Burgeoning Range of Information Resources )

3.2E B ETEMY (Reference as a Collaborative Process )

4 Library 2.0f2 (Y2 AR (Reference in the Library 2.0 Mode) (Z%33)

5.2E M BIEE VS EHS B BTN (the Shift from Librarian-as-searcher
to Librarian-as-evaluator )

6. B2 E &R LAYETREM: (the Possible Demise of Ready Reference )

R~ S ERF KR

HERR T 2FBRBOKRE ) (334) —hiEHERSZRENBES
B AT E B A R 2B RS TR R IECR ¢
—  B2ERBH RIS REMNTSE (Information Commons) - E#iIG2E R
BELe ~ BRI - R E S ENTEE - FERERRE
EAf R AT K2 MR R -
=~ B Z#E (Digital-services Support) #&E2EHE SN LTIEZ— -
AR IEMERS | BRFHEEENERS Lo &4 -

-
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= - B2EH BB LITEERIAIRE AR LB SR AR (5% - ANRFEE
THHRAESRNSZREZR - RO THFESR S BEORS » EEERR
BERH > R EEATRRENREEEEERE SRR - PRABRER
E=41%  BFEEIEERERNRE - FEAK &R

Denise E. Agosto (2011) &g —EFHISE ARG E TR - 20812
iR BBERSEREEAERABSZEFRVREEE - 2EEAENENARS
RETBREESEEERRMRE - I BERBEFGERN IMENACREE
= b o BERSRIE AT B A R EUR A Bl E 4 » PRl L EE SR - &
BE2E R RE B EEE R RS IR — R -

— — e e = — e

Databases
4 Books

o websites
: +§ Documents
v images
Audio
Video

| Fiiter & Evaluate
Create

Face-to-Face
Phone
E-mail

Chat
A Text/SMS
Social Network
Virtual Worlds

. {Search & Retrieve

[E12 Denise E. AgostoZF22E A201 1EFTIRHH S R EI T
( A Model of the Reference Process) (§35)

R4S 2ERENEEERSFERERIERN - B8 2%H 8 KSR
W ER e - GRS - AR T ERELE - BB
HEE BEEAIITRSE - AR R AEH G T BB L - HERTHERAVRETE
AT ER ST REELF - St EGRE S HATRIR DR SRR 7 - 1R
AESZEBNHBFIRZ T - BARASERHIRGERENESNBARET > I
FYEEIENELRIER - REE B B BB RS SR E R
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BRI ENENR K - W2BEENERR—ENEL  RIEES RS
HBERPKIR - WRESHESHRE - FEMERSISRERETSS  HE
iy TEFIIRBE - fHEMRERTIEFRERR - FIFL LA RS2k
GUETRRENERSENE - WERTES L SESE—EkE > mEE
B RIEIERAE S B BB 2eR T - MRERMIEE - AIEERERP
{ERZHREs - EEE BIRB RIS 2SR BB X -

37

atl : FELE - T UEFRERIISDIERIIERS-UERGER 0BG,
BR [ Z 5 SDIFE X SRR B Z# S - Bk - RFEEE - KE100
F11H -

RE2 | ERIEAE - MEWR - BIWEIRY - STRBHBEEH - BILEREMNS =
R RE8SE 1 H5-6-

RE3 CERR 0 T 2BIRENIRK,  AEE T 281 (RE94E)
http://www.lis.ntu.edu.tw/~pnhsieh/epapers/no28.htm (#ZN EE1005E11H
22H)

#+4 : Gilson, Thomas V., “Reference Services TODAY And TOMORROW,”

Searcher 19, no. 7 (2011): 32-35. Retrieved from MasterFILE Complete database
(November 21, 2011).
#£5 * Online Reference, “Software We Like for Online VoIP, Video or Co-Browsing

Reference,” http://www.libsuccess.org/index.php?title=Online_Reference
(accessed November 21, 2011).
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: TechSmith Corportation, “Jing,

17
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19 :

: Googlejit aZ#8uL »  “orkut,” http://www.google.com/chat/video (fE=A K [E

100££11F21H) -

: Adobe Systems Incorporated, “Adobe Captivate,”

http://www.adobe.com/tw/products/captivate.html (accessed November 21,

2011).

: TechSmith Corportation, “Camtasia,” http://www.techsmith.com/camtasia

(accessed November 21, 2011).

”

http://www.techsmith.com/jing (accessed
November 21, 2011).

: Screencast-O-Matic, “Screen-o-matic,”

http://www.screen-o-matic.com(accessed November 21, 2011).

: Springshare LLC., “Springshare,” http://www.springshare.com (accessed

November 21, 2011).

Springshare LLC., “LibGuides,” http://www.springshare.com/libguides
(accessed November 21, 2011).

Springshare LLC., “LibAnswers,” http://www.springshare.com/libanswers
(accessed November 21, 2011).

: Norman Oder & Jennifer Pinkowski, “Reference Work May Get a New

Definition,” Library Journal (June 12, 2007), http://www.libraryjournal.com/
article/CA6510526.html (accessed November 21, 2011).
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QuestionPointfR#5#ij& ECDRS ( Collaborative Digital Reference Service) »
A S BAI B2 E BRI R - BEEESEEHEEOCLCA /RS » 1
20004F3 H BRAATEE —E BRRYEERHIERZ £ > 722002423 A CDRS 1.0 Betafi
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7 ~ 3008 E B EEEE T -
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Wikipedia, “Libraries in Second Life,”
http://en.wikipedia.org/wiki/Libraries_in _Second_Life (accessed Jan 24, 2012).

: EBIEEEEZE (ALA) , “Group notice: ALA Island will be closing
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“A Model of the Reference and Information Service Process,” Reference &
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(participatory ) ~ fEFI# & (user-driven) HIRRHE &L T EIERHEHEH
FRE P ACES  FERSERRT ZIEEE S o Library 2.07E 5 BA F & 1€
B BTt R] LIS K BB AERIE FH# (reaching out to potential library

users) o

DEHTEER 0 T BERBRIARR ) o HEETH 288 (REYEE)
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“A Model of the Reference and Information Service Process,” Reference &
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