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Abstract

Due to the ubiquitous information and communication technologies (ICTs)
and the blooming resources on the Internet, libraries now inevitably provide
reference services with emerging ICTs. The phenomenon is highlighted within
public libraries because of their obligations of equally offering information and
its accessibility to the general public.

By conducting the questionnaire survey and personal interviews, this study
intends to investigate the current status quo of digital reference services in
public libraries in Taiwan; to identify the challenges of improving their digital
reference services, and to present corresponding solutions.

Based on the results of 19 questionnaires and 10 interviews, the study
finds that: (1)71% digital reference services are provided via email; 14% are
via online pathfinder, and 5% are via knowledge base created by library.
(2)Digital reference services are not prioritized in organization developing plan.
Accordingly, the promotion of digital reference services, the acquisition of
digital resources, and the need of full time librarians and IT staffs are often
neglected. (3)From the educational perspective, the digital reference services
can help the librarians for advising on students’ school projects and
implementing information instructions to the public. (4)Although most
librarians showed their willingness to promote digital reference services, they
still preferred the traditional face-to-face reference services. However, they
also agreed that the collaborative digital reference service will be the emerging
trend .

This study suggests that: (1)Public libraries should have digital reference
services development strategy. (2)To solve the labor force deficiency,
organization reengineering or cooperation should be considered. (3)The
statistics of the digital reference services usage should be collected and
analyzed. (4)The online reference resources for public libraries should be
expanded. (5)To enhance users’ information literacy, library instructions and
promoting events are necessary. (6)Public libraries could cooperate with the
school libraries on improving the information literacy of students. (7)Public
libraries should offer digital reference training programs to enhance librarians’
professional capabilities, such as electronic resources management.
(8)Combine digital reference services with other interlibrary cooperation.
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Ask a question via e-mail:

Please read About our Service before filling out form.
Complete all fields marked with an asterisk (*).

What is your name?
What is your e-mail address? *

Please re-enter your e-mail
address for verification: *

Ask the Question *

Please tell us as much as you can; the more you tell us,
the better our answer will be. Instead of asking a
question such as "Please tell me about the Empire State
Building," you could ask "How long did it take to build the
Empire State Building?"

© Check here if your question is about: your Branch
Libraries card, forgotten PIN, reserves or holds, technical
problems with the LEO Catalog or e-books, blocks on your
card or overdue fines.

O Check here if your question is about: your Research
Libraries ACCESS card, or about a forgotten PIN for the
CATNYP Catalog.
éz‘tsriSk (*) denotes required [ Submit question ][ Reset form ]
How will you use this information?

If we have some idea about how you will use this
information, we can provide a more focused answer:

_ _ [e]
© School K-6 O School 7-12 College/Graduate

© Other

[¢] )
Business/Professional © Just Curlous

2-2  The New York Public Library Ask NYPL
&k &R http://www.nypl.org/questions/#email

2. BESZEFR

BIZ2EBRAKBELIBEAYTHERAFRIEZLTR ALBZHELE
ZHGPEHHE BBRIFEZERERLI TR  c ME AR L HEBE
RAEFHAER -RELELER BALSRFAER - B ELFEFTRESN
FEBFREM - B TR ABINEEEER > HENETHHS ERFELEH
MlEAFEA -

BN T RGN F > AEHRARSE R ~ BB 3 s b IRt
EREM BN REANHEAFERAYT HERAFMTLAFELEHAR
REAGHE RMBEHEERERLF KRIELEBRBEZIHSFNL  BF A
BROE B BEBRERZHENER - (28 23 B 2-4)
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homework

Powered by New York City’s public libraries

org

The New York Public Library, Brooklyn Public Libeary & Queens Library

m J Login:

Forgot Pagsword? Sign Up!

Find Articles
@) Bvsubiect and arade

Get Homework Hel
(a We're here for you

Study Notes
ark Notes, CliffsNotes.

@

Textbooks
Wath texibooks.

Calculator
@ Add it up, quick

Geta Lmraq Card
‘@ ian up for a library card

Getting Started

Research Guides

Tests & Projects

Library News

Events

Workshops

~ Browse Subjects

Languages
Chinese | French | German |
Latin | Russian | Spanish

More 3

Choose Page Style Q

Language Arts
Grammar | Authors |
Shakespeare | Book Reports

Hot Topics

Dial-A-Teacher is back
s online at

Math
Algebra | Addition &
Subtraction | Calculus |

C.org! Get
live help with your
homework from NYC
teachers from 4:30-6:30
Monday-Thursday.

Music& Art
Architecture | Art History |
Dance | Music | Painting |

Division | Fractions Photography
Read More
More > More >
People Religion & Mythology Today's Features
| Inventors | Christianity | Buddhism | History
Scientists Saints | Islam | Judaism |
Moce Mytholoay | Philosophy | Ethics > Robert the Bruce:
More 3 became king of not-yet-

I T A e e e independent Scotland; in
Science :: 1328, after many battles,
Animals | The Environment | U.S. History & England's King Edward 11T

Planets | Science Projects
Hore >

World History
& Geography

Ancient Eqypt | Mayans | Inca

| Middle Ages | Industrial
Revolution | Cold War

—

Government

Pilarims | Colonial America |
Maps | Slavery | Civil War |
American Revolution | States |
HYC | Social Issues

finally recognized
Scotland's independence
and Bruce as its king
(1308)

> Coxey's Army: the first
popular protest march on
Washington left Massillon,

Etc.

Ohio, led by Jacob
Phys. Ed | Health i
s ! Coxey; the men sought
More

legislation to create jobs
in a depression year
(1899

2-4  The New York Public Library homeworkNYC
%k & R ¢ http://www.homeworknyc.org/
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1. ®Ex%
BREXBOEBENFANBMRGHEE LY R RBRAFREMD
AR ERE TG R R SBERERNEA RNEGERE
ﬁ%%ﬁ%%?%ﬁﬁ%%&°%%ﬁ%ﬁﬁﬂﬁﬁﬁ%@ﬂﬁﬁ@%
GLBAUEERB TR S H RS > 6] BIEBEERERLAEEEE
AIEDBeER  wREREEE S ERHLER LB EF4E B
B APAAE - RSB IRBEIELE BEZREFXERATHE
ETUME  UARELEAMGR AR BEREABFO SRR E

RATR IR RS EMBEOB T SR L EEBIBRE > o
MSN - Yahoo Messenger ~ PChome % > & % B H%L%{Ld]ﬁg)% G948 B & BT
Birsn B TR ARAREZAINREKMBIA TR AMEA LR
AEA IR ER > A AEEAITEN o (2 AR 2-7 - B 2-8)
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27 AT B EELE B ARG RS
& & B http://dnt.tpml.edu.tw/ivcounter/

the Library

Get Help : Ask a Librarian

ASK A LIBRARLAN CHAT FORM

Librarians from around the country are available 24/7 to
%+ help you find information on any subject.

Explore the

: To chat with a librarian, enter your name, e-mail address and
Collection

¥  your question; then select Chat. Another browser window will
open for the chat session.

Using the

catalog 5
Attend Events

- *Name

=E-mail

address

*Your

question

* Aall fields are required.

Lrome
B 2-8 The Seattle Public Library Ask A Librarian
&k R ¢ http://www.spl.org/default.asp?pagelD=info_help ask chat

Learn...
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Lipow #2003 4" & 4% %% #5048 8 F M ,(The Virtual Reference Librarian’s
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[Skip Mavigation] People's Hetwork Home | About us | Contact us | S\tema;A m
1
People's Network

Please erter the following and click
the "Connect” button

Tou : People's Netwo orme ) g Jout Enquire
T ] S

Welcome to Enquire
* Home

. D theck this box to make this
*AboutEnquire Enquire instantly connects you to someone wha is trained to help you find the onymous. Please click here
inga| =nswers to your gquestions. for EI atio
BEREERMESEERS < ip); anter yaur details and your quastion, than press ‘Cannact',

Name
, Tips on using

Eran Enquire is 3 UK collaborative of over 80 public libraries throughout England and |
Scotland staffing the service Monday - Saturday 9am-Spm. After these hours, Email Address
» ALCBDEABIBSE 0, wiill be connected to one of our partners in the US4, [ 1

policy
 Prateeting yaur If you hawe a local question, we will in most cases be able to help you, however,

*Postrode (first part only)
privacy the query may be referred back to us to follow up the next working day.

i |
At the end of your session, if you've entered an email address a transcript of ‘
the session will be emailed to you (including links). If you hawve elected not to

**Your Question
n Discover enter an email address, you can fill in details at the end to send the session to I

yourself,

Session Feedback
Connect B Exit .
At the end of the will appear. To help us make the service
better, we wa\cnma a\l feadba:k please if possible add any cnmments regardmg
wour session, as this is extremely helpful.
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By HEAERAESALER LRGSO AKEZ YL - GEIT)(2RE 2-19)

ask
now!

| About the Service | Participating Libraries| Privacy | Tips and Tricks  Fun Stuff|

Celebrating Our 5th Year!

Welcome to Maryland AskUsNow!

AskUsNow! is a live online interactive service available 24 hours a day, 7 days a week that uses the expertise of librarians to provide
answers to questions, research guidance, and help navigating the internet. AskUsNow! is a cooperative service of Ma ryl nd libra

Expand your resources! Choose your library below to be connected to an information expert now! Why should | select my library?

Click on your library to get started:

2-19 Maryland AskUsNow — Info Experts 24/7
& H R OR * http://www.askusnow.info/
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