IM REFERENCE GUIDELINES AND OPERATIONS
8/3/06 MSN

Purpose:  To provide another method for patrons to access information from the reference desk
Technical Guidelines (Tamera LeBeau)
· Gaim will be installed on IM staff computers (RR, LL & MSN)
· Gaim will also be installed on the YS Desk computer closest to the Craft Room
· The optimal situation is to have the IM program available at all Information Desk computers.
· An IM dedicated laptop computer is also considered (I think the optimal arrangement is to have a laptop available for IM. I don’t think we should have IM on all the desk computers. Too much.)
· IM Staff will NOT:
· Click on a link that a patron sends (could result in a computer virus)
· Keep a buddy list (to preserve patron confidentiality) except to show the Library’s own accounts
· Modify preference settings in Gaim
· IM Staff WILL:
· Disable all logging of conversations
· Only log onto the library’s IM account when scheduled
· Only one computer can be logged onto the library accounts at a time
· How to use Gaim:
· Open GAIM (software, not web-based) on a computer on which it is installed (RR, LL, MSN, YR – far right) by double clicking the icon on the desktop. (laptop if available.)
· Buddy-List should show that all of .the library accts are running (MSN, AIM, Google, Yahoo)

· Wait for IM question (something should flash) if you have GAIM’s window minimized
· Just type where the cursor is and you will be replying to the patron’s IM after you hit “enter”.  

· “Greeting” and other scripts (shortcut should be on the desktop) can be copied and pasted into the window

· You can send links, which will be automatically clickable for the patron, but you can’t send files, no matter what it says at the bottom of GAIM

 

Operational Guidelines

· Service Begins:  Wednesday, September 6, 2006
· Hours: 3-5 pm Monday through Thursday; initial service hours will be evaluated at the end of the year and adjustments will be made, if needed.
· Staff Members:  Renee, Lyn and Mary Sue will be responsible for IM service initially; other staff will be trained as needed.
· Service Location:  Primarily at the librarians’ desks, one librarian each session, during the stated hours

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

· Staff Schedule:  Each staff member will be scheduled for a specific day each week, while the fourth day will be taken in rotation.  IM Reference hours and staff will be noted on the Information Staff Desk Schedule.

What do we do for vacation or sick leave? Go to designates another IM person?
· Statistics:  Staff members will note the number of reference questions, later totaling them and transferring that statistic to the Outlook Calendar at the end of their session
How do we count inappropriate messages in statistics?
Service Guidelines

· Information Staff may attend to other duties, such as material selection or program planning, while waiting for IM Reference Questions.  Their primary responsibility is to respond to IM questions during those hours.

· IM and regular Reference Staff do not go out fishing for questions.  We wait for questions to come to us. 

· Commonly repeated responses will be available to cut and paste from scripts.  Scripts will include the following:  Initial greeting, response to inappropriate messages and sign-off/survey

· If a question takes longer than the end of service for that day, requires more research than can be done while on-line, or other patrons are queued waiting for help, staff may ask if the patron would like the answer emailed within 24 hours
· Patron’s Email addresses and the question should be written on a Reference Question Sheet, as we would a telephone reference question that can’t be immediately answered 

· Email addresses are not saved

· Staff will use open-ended, neutral questions adapted to the virtual environment

· It is normal to expect a little small talk before a question is actually asked, as with face-to-face reference interviews.  In the virtual environment patrons may not understand that staff’s purpose is to help them find information.  After a few lines of conversation staff may ask the patron if they have a question. 

· IM Reference Staff will emphasize electronic information over print sources.  Examples are:  Library databases, ebooks, websites from the library’s “Useful Links” page and LII.org

· Staff will send patrons links to these resources

· Staff will save survey responses by cutting and pasting them to a Word document

· The script question, “How did you hear about our Instant Messaging Reference service?” will help evaluate how the service is discovered for improved marketing.
Every day for the first few weeks, IM staff should be talking to their supervisors or Tamera about possible improvements or suggestions. We decided on a day or time to re-evaluate the services. What was it? The end of the year?
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