IM Reference Action Plan
From: Rosemary Dukelow

To: Tamera LeBeau, Julie Casamajor, Mary Ann Vande Vusse, Renee Romanoff, Mary Sue Nocar, Lyn Leone

July 22, 2006

Suggested change in staffing: Mary Sue has YAV Pizza Party and Film Festival coming up. We want to make this service available around the beginning of the school year. We suggest bringing on Lyn Leone as part of the IM Ref Task Force in because of Mary Sue’s limited availability. After the beginning of the school year, Lyn and Renee will be spending more time with computer training, and Mary Sue will have finished with the Film Festival by the end of September. 
Steps/Timeline

Step 1 Technical

Computers with Library IM accounts should be Renee, Lyn, and Mary Sue’s desk computers. We need the IM available at least at one staff computer at a public desk. The one least used is at the YR Info Desk, closest to the craft room. The optimal situation is to have the IM program available at all Info Desk computers. 

Step 2 Service Guidelines

Hours: 3-5 pm Mon- Thu

Staff members, Renee, Lyn, and Mary Sue will be attending to IM Reference at their desks during those hours. 

IM Ref hours and staff will be noted on Info Staff Desk Schedule.

Operational Procedures:
Info Staff may attend to other duties, such as material selection or program planning, will waiting for IM Reference Questions to come in. Their primary responsibility is to respond to IM questions while at their desks during those hours. 

There may be staffing emergencies where IM Ref staff will be responding to IM questions while at the public desk.

Library staff does not go out fishing for questions. We wait for questions to come to us. (From the Sarah Houghton workshop.)

IM Ref staff may begin reference interview with, “Hi, this is Renee @ LPL. How may I help?”

IM Ref staff will try to answer questions in 5 minutes. If the questions take longer, staff may explain that the question is taking longer than expected, and ask if the patron would like the answer emailed within 24 hours.   

Staff may receive inappropriate messages. They may respond with a message such as, “That is inappropriate language. If it is used again, your screen name will be blocked.” 
Staff will use open-ended, neutral questions, as in a walk-in reference interview.

It is normal to expected a little small talk, before a question comes up, as with face-to-face reference questions. In the IM Ref service, patrons may not understand that staff is expected to actually help them find information. After a few lines of conversation, staff may ask the patron if they have a question. (From SH workshop.) 
IM Ref staff will emphasize electronic information over print sources. We would use 
library databases 
ebooks 
websites from the library’s Useful Links page  
LII.org 
IM Ref staff would send patrons links to these resources. (Co-browsing, authentication)

If we decide to email the patron later, we want to make sure that we have the patrons’ email address on their record. Pass along the email to Donna R. (confidentiality? They might not want to give us their name) 

In order to evaluate the PR for the service, we could have staff ask at the end of the reference interview, “Where did you learn about this service?” and record the answer.

Evaluation: 
IM Ref services will meet and discuss with supervisor after each shift for the first week. Adjustments may be recommended and discussed with other Task Force Members. IM Ref Task Force may want to meet together after first week. 

Staff will record reference and directional question statistics on daily calendar. In the future, management may want to consider adding electronic reference services to the statistical gathering process as a separate category. 
After the first or second week, we could evaluate and adjust staffing, hours of services, and/or PR.  
Step 3 Staff Training

IM Ref staff, Renee, Lyn, and Mary Sue will be scheduled off desk to practice using IM programs with each other between now and start date September 5, 2006, for a total of three hours of practice before going live. At least two of the IM Ref staff will be scheduled off desk at the same time so they can IM each other. Practice time will be noted on desk calendar. 
All staff needs to know that this service is coming up, launch date, IM name, that patrons may use any IM program to access, hours, IM Ref staff. 
IM Ref staff will learn chat emoticons http://tinyurl.com/c2xof and abbreviations http://tinyurl.com/ndepb 
After the first two months, if the service continues successfully, Lyn could write up a formal training procedure for other Info Staff to participate.
Step 4 Scheduling

Hours: 3-5 pm Mon- Thu

Staff members, Renee, Lyn, and Mary Sue will be attending to IM Reference at their desks during those hours. 

IM Ref hours and staff will be noted on Info Staff Desk Schedule.
In case of staffing emergencies, IM Ref Staff will attend to IM at public desk.

Steps 5 and 6 Marketing and Info Web Page

School librarians meeting. Announce IM service, have a handout 

available? Include library’s IM name. Patrons will need to know that they can reach us using Yahoo, MSN, AOL and Google IM program, hours of operation. We could also do some marketing for our other electronic resources at that time, ebooks, databases, encyclopedias. Or/and we could also market different ways of contacting us for ref services. 
Handout for the general public. 3x5 flyers, at the public computers, at schools, include IM name. Include info on email and phone reference. 

Bookmarks, monthly calendar, on all library program flyers for more info
On library webpage, contact us for information page, on database page
Staff sig file (will the city logo allow this?) 
On generic business cards at the public desk

Library phone voice mail
Market to groups, YAV Council, Friends, computer classes, class tours.
Word of mouth. Staff talking to patrons.

Action Items Now
Get all documents to Lyn on the IM Ref services so far.

Which public desk computer are we going to use for IM Ref. IM Ref Task force to decide.

Content and design of flyer. Assign to staff now. Should we advertise only IM, all formats for contacting us. Would this be a good place to market other electronic resources.
Write PSA. Assign staff member.

Add IM Ref staff training to Info Staff desk schedule now. IM Ref staff will work with Rosemary on times and dates.

Add IM Ref services to Info Staff Calendar starting Sep 5

Decide on a screen name- IM Ref Task Force.
