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Starting and Operating
a Statewide Virtual
Reference Service:
Maryland AskUsNow!

Joe Thompson
Project Coordinator: Maryland AskUsNow!
Baltimore County Public Library
410-887-6124 / thompso@bcpl.net
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Maryland AskUsNow!

Grand opening on March 17, 2003

Currently 34 partner library systems (12 academic, 19 public,
Maryland State Law Library, Maryland State Library for the Blind
and Physically Handicapped, and Charles Co. Law Library)

Participant in OCLC’s QuestionPoint 24/7 Reference national
cooperative (backup staffing and chat / e-mail platforms included)

Mission:
AskUsNow! is a 24/7 live online interactive service. It uses the
expertise of librarians to provide answers to questions,
research guidance, and help navigating the Internet. AskUsNow!
serves the information needs of Maryland residents and
students of academic institutions through a partnership of
Maryland public, academic, and special libraries.
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1. Convenience!
Expanded hours (any time of need)
Where they are looking (point of need)

2. Communication!
To clarify complex questions
Instruction (Show them how to do it!)

Chat and Instant Messaging =
communication tool of choice
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3. Promotion!

Marketing and publicity
Ability to highlight other library services

4. People!
Personalized service
Knowledgeable trained librarians
Opportunity to learn new skills
Efficient use of existing staff ($)
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From...

www.askusnow.info

Partner library home pages, and library
web site links

K-12 schools, nonprofits, and other
community organizations who have added
a link
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a Maryland AskUsNow! - Ask Maryland librarians 24,7 - Microsoft Internet Explorer
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Welcome to Maryland AskUsNow!

AskUsNow! is a 24/7 live online interactive
service. It uses the expertise of librarians to
provide answers to questions, research
guidance, and help navigating the Internet.
Expand your resources, connect with an

aSk 1S information expert!
now!

info experts 24/7 Enter your 5 digit zip code:[|  “&

www. askusnow.info

Get answers from a librarian,
not a machine

Aomcommmtive sordoe of Keruand fbmrdes AsklsMowl serves the information needs of Maryland
residents and students of academic institutions through a
partnership of Maryland public, academic, and special
libraries.

Learm about participating libraries

Find out more ghaut this service

All contents © 2006 Maryland AsklUsMowl All rights reserved:

[i&] Done



Get answers from a librarian,
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A cooporalive sanvice of Maryland libearloo

AsklsHow! Panticipating Libraries

AskUsMow! is a 24/7 live online interactive service. It uses the
expertise of librarians to provide answers to guestions, research
guidance, and help navigating the Internet.

Allegany College of Makdana
Allegany County Librar Bysiem
Anne Arundel Cormmunity Colleds
Anne Arundel Sounty Public Libran
Baltimore City Communily Sollege
Baltimore County Puklic Likrany
Calert Librany

caroline County Fublic Library
Carroll Community College B
Carroll County Public Librany

el County Public Library
Chatles County Public Law Library B
Chatles Courty Public Library
College of Southern Mardand B
Enoch Pratt Free Library (Baltirmore Siky)
& State Library Resource Ceanter
Frederick County Public Likbrarles
Harford Comtnunity College B
Hatford County Public Library
Hioward Coungy Library

maryland State | awe Libirary

mMardand State Librarg forthe

Blind and Physically Handicapned
Montaomery College B

mMontaomery County Fublic Librarles
Frince George's Community College
Prince George's County Mermarial Library Systemm
Sallshury University @

Somerset County Librare

gt Man's County Libran

Lniversity of Mardand College Park
Yilla dulie Eollege Librapy
Washington County Free Library
Wicormico Public Librsry

Wiorcester County Likitary B

F indicates a new AskUsMow! partner library
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Course Reserves

|Databases
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[Full-Text Journal
Locator
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{Research Guides
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LIBRARY RESEARCH
SHaARC Catalog

Books, media & more
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Electranic & print

Databases
Articles, ebooks & maore

Distance Learning
Forenzic Studies Online

Full-Text Journal Locatar
Find journals by title
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Citation help

Research Guides
Stule guides 2:more

Research Tutorials:
InfoBasics
Beyond the Basics

Need Help?

Click on Mizs Jalie for online help

and more

Faculty Student ‘
GENERAL INFORMATION
Highlights & about the Library

Have a favorite website for
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Library Fall Hours: Mon - Thur - 8 am - 8 pm | Fri- 8 am - 5:00 pm | Sat - 10 am - 3 pm | Sun - Closed

Welcome!

Libary Instruction | College Homepage
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o Lipraty G.alalag |Where wiolld you like to go next? j
o SeEpices & HoUrs
Reference Tools Online Databases

e Onling Databases

& Encyclopedias & Jowmal and Magazine Srticles
o E il ® Alranacs & Mewspaper Articles

& [lictionaries & Heference Books

L & - [Hrectones o Full Text Sources and Ilore

o Of-L-ampus ACCESS s Handbooks and Ilaruals s Hempote focess

s Coverrment Docureents & [atabase Guides
o Onling and Distance o Style Guides # Ehooks

Learring » Wiiter's Reference

e Petiodicals

Mlagazines/oumals/NawsT ask i '
s Ready Refarance- . now_

WY

WA, B R o in o

Online Databases

e Subject Sources- hepastiy by
WA




Site Map

Contact Us |

gemls.info

CE-GEORGE'S COUNTY MEMORIAL LIBRARY SYSTEM

Batalug

Qctober 24, 2006

Catalog

Check Your Library
Account

Locatons & Hours

Evenis & Programs

Libhrary Semvices &
Information

Library Policies
FAQ
Contact Uz

LibraryCenter| 1

TeenCenter | KidsCenter | E-Center Special Collections| Community

Want to listen to a good book on your MP3 player? Download one from E-Ci
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LIBRARY SERVICES
*Events & Programs
*Catalog
*Emall MNotification
* Interfibrary Loan

“Meeting Rooms
and more ... =
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TheSmartestbard

Eet it.Useit.

Ln.nl'I:I ary

"~ Program Highlights

% Eradl Metification

Sigh Up o recalive

PECMLE Librans Maws D

ermall
Provacy Staternent

H&"ﬁwﬂ!m ’7 4

" Featured Library Service
KidsCenter - Homework Resources

# My
/7 powered by
% Tutor.com

. LIVE HOMEWORK HELYP ]

- ask
POWwW.,
=3 info exparts 14,/7 o
j [; Download
E_l Audioboo ki

annlnad
Ebooks |

ﬂ:mm

Interhibrary Loan

“'MAH_OR“

Maryland's Poblic
. Information Network  J




Haotre | Heln {5

Site Map
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[ Find It Fast x|

About Your Library  Catalog and Your Account  Collections and Services  Online Resources

Ask-a-Librarian Biz Inffo  English Learner

What's New @& Your Library

The Rockyille library closed
on Friday, October B, Learn
fdte.

Celebrate Hispanic Heritage
Month:

The Testing and Education

Besource Center is now here.

Download an audio eBook,
eBoak, or video today.

Mare Mews HEEH

What iz RSST
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Make MCPL s Vidtual Librang your homepage

Caolleges Careers, Test Prep, and more.

Find a branch near wau,

Search the Calendar of Events.

oee today's events

Place a Hold/Request 3 Book.

Search for eBooks and

magazine, newspaper, and

encyclopedia aricles;

Have a guestion? Contact us. We

weant to hear from you.

Kidsite Readers'Café Seniorsite Teensite Home

Education

Catalog Quick Search:

|
Search |

Your Account

Renewyour tems

Place holdzMiew holds
Make online payments
Change your PIN
Redisteriupdate your email
notification

Ahout ¥our Library | Catalog and Your Account | Collections and Services | Online Besources | Ask-a-

Libratian | Biz Info | English Leamer | Kidsite | Readers’ Cafe | Teensite | Seniorsite | Contact Us | Site

Map | Library Home




.ﬁ,ihxr;l_
= !'..'l' - 1 r- Y ek =
o FHE YRR AT How do I...7 Site Index &4-Z Search

Ll LIBRARIES

IRYLES Home Catalog Research Port @Hsk us!
@ Ask us!

CHAT ONLINE Ask us now! | Ask now in Spanish aSk : I

with Maryland's now!

ﬁdi{? Yirtual UM librarians chat 9am-Sprn, Monday-Friday. There are some =l

EE iy tirnes you may be helped by a non-UM librarian, If you log in

ELNECE with an &-mail address, a UM librarian will be able to follow up
an your question,
E-MAIL E-mail your question to Ask a librarian.
TELEPHOMNE Libraries' general information: 301-405-0800
More Libraries' Phone numbers
IN PERSON Walk-in reference: Ask for help at any UM Libranes' information &

research services desks. Check Librarnes' hours,
In-depth consultation: UM faculty, staff, students, &
administrators may schedule an appointment with a Librarian Subject

Specialist.

Read the UM Librarnes' grvacy policy.,

2006 University Libraries, University of Maryland, College Park, MD 20742-7011, (301) 405-0800
Last modified: May 22, 2006

Send us your comments | Privacy Policy




They can find us even at worldcat.org
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by F Scott Fitzgerald BALTIMORE
Type: Englizh @ Book: Fiction COUNIYTPUBLIC
Publisher: Mew York | © Scribher's Song, ©1948, LIEBARY

Services:

OCLGC: 2265023

o OC|C FirstSearch

® Cobnecttothe BOPL
catalog

#  Peguest tem

J Libraries Dietails Subjectz Editionsz Fewiees ®  Mardand Statewide

Subjects: Waorld War, 1914-1918 — Weterans — Fiction. | Children of the rich — Fiction. | College students — Fiction. |
hare ...

. Aslf:f librarzn

Enter Location Information: | QUl
Erter postal code, state, province or country

Instructions:
o ) ) ) ) ) Ready to Buy?

Tofind thiz itermin a library, enter a postal code, state, province, or country in the field above, Then click the "Go" button.
E o Searchfor

pdsiislpdict This side of paradise —
Fostal code: "43017" (UE) or "B7KAXZ" (Canada) from AMazan.com
State: "Ohio” ar "OH!
Frovince: "Cintario" or "OR" Find in a Library anytime
Crauntng: "IUnited States" or "United Kingdom" with always-there browser tools

Learn more and download
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2001
o Two of 24 Maryland counties initiated pilot project to
provide “homework help” to low income/high risk K-12
students at after-school centers.
o Dueto low usage, target customer group had to be
expanded. First to all K-12 students, then everyone in
those counties.

2002

o Multiple virtual reference services provided around
Maryland - all for limited hours.

o State Dept. of Ed. promised to provide Library Services
and Technology Act (LSTA) grant funding for larger
cooperative.

o Planning for statewide service began.
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Daylong conference held in summer 2002
0 Representation from libraries around state

0 Karen Hyman from “QandA NJ” talked about
their experience in New Jersey

o Small group discussions in these 7 areas:

1. Staffing 5. Software features
2. Training 6. Outcomes/Evaluation
3. Marketing/Promotion /. Resources

4. Policies



ask '
NOW!

wiwwaskusnow.info

Planning team assembled. Top issues from
conference used as starting point

Separate review team assembled to provide helpful
criticism and suggestions

Plan of service made available in October. “Letters of
Intent” to partner due in November 2002

Request for Proposal (RFP) made available to seek
vendor and back-up staffing.

The old planning page is still posted:
http://www.askusnow.info/planning/
(last updated, December 2002)



http://www.askusnow.info/planning/
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LSTA grant funds for FY 2007: $175,932
o One part-time Project Coordinator
o One full-time Operations Supervisor
o QuestionPoint contract
o Mileage
o Staff Development
o Printing of training materials
o Training and meeting supplies
o Statewide Marketing
Partner libraries contribute:
o Existing staffing
o Internet workstations
o Enthusiasm!
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Maryland customers accounted for 26%
of all 24/7 Reference national usage in the
first half of 2004!

Over 143,000 chat questions have been
submitted to date.
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Hour

ao:00-00: 59
01:00-01:59
o2:00-02:59
0z:00-03:59
04:00-04:59
05:00-05:59
Og:00-06:59
a7:00-07:59
Q2:00-08: 39
02:00-09:59
10:00-10:59
11:00-11:59
12:00-12:59
1z:00-13:59
14:00-14:539
15:00-15:59
16:00-16:59
17:00-17:39
12:00-18:59
12:00-19:59
20:00-20:39
21:00-21:59
22:00-22:59
23:00-23:39
Total

Lep
2s
17
10

10
13
29
71
125
193
165
195
563
264
255
292
286
228
291
263
198
121
54
3386
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Most promotion has targeted K — 12

Business community to some extent, more
In future

Local library staff are your link to
delivering the message to your
communities

Get what you can out of free publicity —
Remember, you can only be new and
exciting once!



Md. launches 24-hour online librarian service

BALTIMORE {AP) — IU's the muddle of the night and your Inlernet sq
or information vou need. 1f you live in Maryland, don't despair — a lil

A new service allows Marvland residents to reach a hibrarian online an
mformation ranging [fom recipes Lo lax information, or just about any
stale’s librares,
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March 2003 — Grand Opening

From Mount Vernon to the In-
ner Harbor, people were drink-
ing Irish stout and donning

Md. libraries

to connect
with patrons
via the Internet

24-hour service to offer
live, interactive help
from reference librarians

i By AL¥soN ELEIN

| SUMNSTATF

Libraries across Maryland are

| scheduled to begin offering a
| service today that combines the
| 24-hour convenience of the
Internet with the professional
 expertise of a refarence Hbrar-

lan.
:l
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Towson institution looks to access the ‘mvisible Weh'

BY HEATHER COPPLEY
Daily Record-Business Writer

In the 1957 movie “Desk Set,” Katharine
Hepburn plays an ace research librarian
who handily answers questions that are
enough to overload the computer that she
fears is meant to replace her.

Nearly 50 years later, “Get answers from
a person, not a machine” is the theme of a
new initiative at the Towson Library.

The Baltimore County Public Library
has coordinated AskUsNow! — a statewide
program that allows Marylanders to have
all-hours access to the human intelligence
that often gets lost in dozens of pages of
online search engine results. AskUsNow! is
alive online information service staffed by li-
brarians 24 hours a day, seven days a week.

Joe Thompson has been planning the
effort through the county libraries during
the last year.

“It's been fun visiting the member li-
braries and telling librarians that they will be
working the 12 a.m. to 2 a.m. shift,” he said
Jjokingly.

Librarians from 26 libraries throughout
the state will staff the chat-based service
only during regular library hours. At other
times, questions will be answered by librar-
ians elsewhere in the country.

Participating libraries include 20 county
systems, five academic libraries and the
Maryland Law Library.

The Maryland state libraries consortium
is only the second nationwide to offer this
type of 24-hour live information service.
New Jersey has a similar program run on dif-
ferent software. Appropriately, the software
that Maryland’s AskUsNow! runs on is called
24/7 Reference. It is licensed through an
agreement with the Metropolitan Coop-
erative Library System in Pasadena, Calif.

z
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The Baltimore County Public Library’s Towson branch today will launch a 24-hour information service dasmned
to help people answer questions about everything from business to law and beyond.

Thompson said the service will help peo-
ple who are unacquainted with libraries and
prefer online searches.

“What we're seeing in surveys is that peo-
ple are often not finding what they need on-
line. There is what is called the Invisible Web
— areas that are hidden from search en-
gines. Some of it is on subscription databas-
es that libraries have access to,” he said.

It is not only the online query service
that the libraries are borrowing and ex-
panding from the corporate sector, but the
underlying software as well.

Thompson said that the programming
used in 24/7 Reference was originally de-
veloped for corporate call centers, such as
those for clothing catalogues. In the primitive

application, it was used to help shoppers
to ask questions while selecting from a cat-
alogue of merchandise.

“They were dealing with a closed library,
if you will,” he said.

‘When people are looking for an answer
to a question, they will often first ask a
friend, Thompson said. Because AskUsNow!
operates as a live chat service, it will en-
able the sort of narrowing of questions that
can make online searches difficult to man-
age, with an immediacy that is lacking in
the libraries’ current ability to answer ques-
tions via e-mail.

While the most obvious use is home-
work assistance, the librarians online will be
able to answer any sort of factual question, -
including those involving law, medicine and
business.

Andrea Lewis directed the modest

$155,602 in seed money for the project
through the state from a federal grant for mu-
seums and libraries.
*  “This will take our services beyond the
four walls of the library,” she said. “We are
pulling together a great level of expertise
through this service.”




COMMUNITY

Librarians

BY LONI INGRAHAM

At 10:15 on a Friday moming,
why is it that a librarian from Bro-

ward County, Fla., is providing pop-

ulation figures for Towson?

That's the first question that might

be asked of the Maryland AskUs-

Now! internet program, which was -

officially launched at the Towson
library this week.

Of course, it just as easily could
have been midnight on a Monday and
the librarian could have been from
Hartford or Terre Haute, because the
AskUsNow! program offers the pub-
lic the services of professional librar-
ians who will answer factual ques-
tions and provide information 24
hours a day online.

The Baltimore County Public
Library is coordinating the statewide
initiative, which involves virtually
every public library in the state, the
Maryland Law Library and academ-
ic libraries for LoyolaMNotre Dame,
Villa Julie, University of Maryland
College Park and Anne Arundel and
Baltimore City community colleges.

Users of personal computers can
access the service free through
BCPL's Web site (www.beplinfo) or
through www.askusnow.info.

Maryland is now part of a consor-
tium of libraries worldwide using
software provided by California-
based 24/7 Reference, which offers
round-the-clock online service,
according to BCPL librarian Joe
Thompson, who is coordinating
AskUsNow.

After hours, libraries from Massa-

provide answers 24 hours a day

STAFF PHOTO BY GABRIEL HACKER

Towson librarian Elizabeth Rafferty demonstrates how easy it is for someone to use AskUsNow!, the new,
24-hour-a-day service that uses librarians around the country to answer factual questions.

should pever receive a busy signal
since local librarians are backed up
by librarians elsewhere in the nation
including librarians from Broward
County.

A second question that might be
asked of AskUsMow is why was
BCPL librarian Liz Rafferty of

called “co-browsing,” which allows
the librarian and customer to see the
same screen at the same time, the
librarian can share the information, as
well as links to Web sites and data-
bases, or show the customer how to
complete a search.

Funded E\_v the Msll')’lal_'ldl l:)cpzln;

It"s not just the training on the soft-
ware that’s involved, he says. Absent
the visual cues provided by both cus-
tomer and librarian in a face- to-face
interaction, virtual librarians have to
keep customers apprised of what is
happening while they are waiting.

And they need to get tf:-;'hc ques-

BULLETIN
Board

Submissions for the Bulletin
Board can be sent to Lauren Tay-
lor, Towson Times, 409 Washington
Ave., Towson, MD 21204, fax your
notices to 410-337-2490 or e-mail
them to haylor@pativent.com.

Priority will be given to events
or groups in the Towson Times
readership area. ltems must be
received no later than noon on
Friday for the following week's
paper.

ART

» Towson University will spon-
sor the following art events.
«Reclaiming Tradition Sun-
day, through Friday, March 21,
Asian Arts Gallery. Gallery hours
are Mondays-Fridays, 11 am.-4
pom. and Saturdays, |4 p.m.
*Abstract expressionist painter
Judith Godwin exhibit through
March 22, Center for the Ans
Holtzman Art Gallery. Opening
reception Friday, Feb. 21, 7-9 pam.

BENEFITS

> Big Brothers Big Sisters present
the 24-Hour Big Phat Bowl for
teams of five with a minimum of
$50 in pledges Friday, March 21,
6 wm. to Saturday, March 22, 6
am., AMF Towson Lanes, 701
Southwick Drive. Call 410-243-
4000, Ext. 230.

b Harvest for the Hungry will
hold their spring drive through
March 22. Leave nonperishable
f:::)_d items at your mailbox or post
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County librarians now online 24 hours to answer questions

By AUDREY CARPENTER
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Library service queried
about mice and men
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300+ Maryland librarians actively provide service
Maryland librarians cover 266 hour per week

Standard weekly schedule: Each library was required to
offer at least 5 hours a week on the service, but we have
made a few exceptions for very small library staffs

Partner libraries are responsible for plugging in a trained
librarian during the specific hours they have committed

State Library Resource Center in Baltimore City provides
one librarian during regular business hours 8:00 a.m. until
11:00 p.m., Monday — Friday

24/7 Reference and cooperative librarians provide back-up,
weekend, and overnight staffing!
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School assignment

“what historical inaccuracies are found in the movie, Patton
(1970)? history vs. hollywood”

“What is the direction of proton transfer between acids and
bases? This is high school chemistry.”

“For a school project, | need a magazine article dealing with
water pollution. | have searched though all of my magazines,
and am unable to find one. Do you have any?”

“I'am writing a term paper and i can not find any information
on the event of Henri de Navarre seizing the city of Cahors.”

“what were the slave populations of the countries in 1860?”
“How did Philantropy have a impact during the Gilded Age?”
“I need Help With My Exit Project”



ask '
NOW!

wiwwaskusnow.info

Advanced

“I am researching family and want access to the New York
Times Aechives. | understand | can get this through an
acess site with the Balt. County Library. Is this correct? |
want to do this from home on my PC. Thanks”

“l would like to know the ward,section,block and lot
Information for **** Hillburn Avenue Baltimore, MD 21206. |
know this information should be the LUSK Fish”

“This question relates to electric or gas scooters. | need to
look up the Maryland law that governs the use of these
scooters on public roads in Maryland?”

“Can you help me find a website that tells what a Fathers
Rights are concerning paying child Support, also are there
any advocacy groups which support fathers”

“What is the minimum and maximum someone can go to jail
for kidnapping?”
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Library Policies & Collections

“How do | sign up for an account online and a pin to renew
materials?”

“how do | renew DVDS?”

“My son took one of his checked out books (Hardy Boys
#20) to school and lost it there. Can you please let me know
how much money | owe the library to replace the book. | am
hoping someone would find it and turn it in but that has not
happened yet.”

“how can | get into your databases?”

“l'am looking for some sort of video training CD-Rom for
english learning or correcting my pronounciation?”

“I was wondering if there is a way to get one Maryland
system library card. | thought | had heard something about a
statewide system and wanted to know if | can condense my
three county cards into one state card.”
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‘Other?’

“What is the median starting salary of new
librarians?”

“I need articles about Benjarong Thal Restaurant
In rockville Maryland. how can | get these articles
online? or any ways that | can get them?”

“how much money is lil romeo worth?”

“the major conflict in older women dating younger
men and how can they be solved?”

“Can | please have info on HP and the Half Blood
Prince? (If possible, can | have librarian nws,
please?)”
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We could have planned better on how to handle all
of those follow-up questions

Keeping up with technology — working with
customers who use a wide range of browsers,
operating systems, and... firewalls

Establishing realistic expectations
o Answers are usually not instantaneous
o Question negotiation not always expected

Unexpected class visits

Rude behavior
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Sample recent comments:

“Two words can describes your service and that is
Fast and efficient.”

“The service was very knowledgeable and they knew

just where to look to find the information that |
needed!”

“My librarian rep. was very nice and helpful she
should get a raise!”

“Fast, helpful, easy to use, friendly and | can always
count on!!”
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Maryland AskUsNow! Staff Support Page:
askusnow.info/partners

Recommended Resources for Planning a
Virtual Reference Service:

askusnow.info/recommended

This Presentation and Others:
askusnow.info/presentations

Contact Joe:
Ithompso@bcpl.net
410-887-8124 (Info. Services Dept., BCPL)
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