Online reference via integrated IM/Webchat/Texting
RefChatter™ is Web-based software for chatting with patrons who use -

common Instant Messaging options or a widget to contact your library. v
RefChatter also offers an optional SMS Module™ so patrons can send

text messages that appear on the same staff interface!

Using this single tool, one or more staff members can monitor multiple

queues and can maintain multiple, concurrent online reference sessions. A ng
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And as a part of the Altarama Integrated Reference Services (AIRS™) Inte?;'l_able "Vith
family of products, RefChatter gives libraries great statistics, access to meSSZteq teXt
transcripts, and the option to integrate with other powerful reference g’nQ!

management tools.

Libnl: How
can I help you?

Reference services available to patrons via IM, widgets and text messaging are more popular than ever. The challenge for
libraries is finding ways to deliver these services in an efficient and affordable way. Staffing realities, the need for statistics,
and even IT policies that frown on IM have been barriers to success in these efforts.

RefChatter is an integrated, hosted, Web-based solution that allows a library to support all of these methods of patron
interaction. From a single browser interface, a reference librarian can chat interactively with multiple patrons who can use
any common IM client, any of the library’s conveniently-placed webpage widgets, and now even if the patron wants to
use texting.

And when the volume of chat sessions requires, multiple staff members can share the load, transferring chat sessions back
and forth and having back-channel, staff-to-staff chat conversations.

RefChatter represents the breakthrough that many libraries have been waiting for! Created, delivered, and supported specifi-
cally for libraries by librarians and library automation experts, Re/Charfer is an affordable Web-based solution for reaching
a critical part of your user community in range of modes familiar to them.
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14:44 +18013192934@android-sms.libraryh3lp.com: Can you recommend a
database for research on the peolitics of farm subsidies? I'm in
Polisci311, and I need some pretty detailed history as background.

Pdf}"OﬂJ' can [0;”777%”%‘5”‘6 l]/ﬂ‘b /Zhrﬂfﬁ/ 14:45 abrady@libraryh3lp.com/webchat: Give me a few minutes to check
. some things out. And let me know what you've already found out.
J‘fdjj{f}’vm fbe IMP/&Z#‘OVM Qf Z‘/%’Zf‘ 14:56 +18013192934@android-sms.libraryh3lp.com: Haven't started yet.

Dr jones suggested I get some guidance from the start. Hope that's

choice, and library staff can monitor | ocay.

14:56 abrady@libraryh3lp.com/webchat: No prob. That's what we're here

fbef@ %Zﬁb%f fbdf ‘5‘6"5“57‘0”.5‘ ﬂflﬂg a for. Start with AgEcon Research, CAB Abstracts and Agricola Articles.

We can do a walk thru if you'd like to schedule a tutorial sessien,

J‘Z‘dﬂd&ll"ﬂ, set Oj{ fOO/J' on a J'Z'ﬂg/(,’ screern. either in-person or online. Just let us know.

& Hvailable = Salect Queuns

@

Emad Transcript  Tag for

0835 abredy210 Sysheo.refchatter.net HE Tm hoping fur some
hhilp findng sources for my term paper in Sotiology 122 (Br,

Hieksan). €an you help me?

reviesred Papers, 7007 foremrnd.
0R:37 abrady21B@yahoo rsfchamer.nat My topic is “Influances of
lecal ‘panianding’ ordmances on the health and wel-being of the

homeless i the tain otes.”

5140 me Exciient. T be appy ts help with this, but 1 should

hanities
Followup  Transter Chat

Ermail Transcrigt Tag for Fallowup  Transfer Chat 3

wirkrg o paper on the universbys pelicy regardng the
agEration of gradusti-leval course Credits. You sae, Tve
baan werking ea my PhD for about 17 yaars nw, and...
02:47 e A, A schoal palicy/pabiics sraject. If you den't Indwiduak o

14:58 abrady@libraryh3lp.com/webchat: And here is a link to a study
guide you may find useful

14:59 abrady@libraryh3lp.com: download from
http://libraryh3lp.com/download/Autumnleaves. ipg

*
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help finding sources for my term paper in Sociology 122 (Dr. 09:43 abrady218@aim.refchatter.net Hello my favorite u Offine
Nielson). Can you help me? librarian friend! You have been so helpful in the past, I'm
06:35 me Certainlyl What is your topic, and what the source almast reluctant to ask for help again!
requirements (type, currency, etc.)? 09:44 me Well that's what we're here for, so bring it I'm Transfer Chat x|
09:36 abrady218@yahoo.refchatter.net minimum of 5 peer- glad to hear that you find our efforts useful.\
reviewed papers, 2007 forward. 09:45 abrady218@aim.refchatter.net Ok. Here goes. I'm Select the queue or individual to receive this chat:
09:37 abrady218@yahoo.refchatter.net My topic is "Influences of | | Writing  paper on the university's policy regarding the
local 'panhandling' ordinances on the health and well-being of the expiration of graduate-level course credits. You see, Tva Queue: v
‘homeless in the twin cities." been working on my PhD for about 17 years now, and... —
09:40 me Excellent. Tl be happy to help with this, but I should 06:47 me Ah. A school policy/politics project. If you don't Individual: |
also ask s a starting point whether you've had a chance to view | | mind, [tk 1 should probably ask one of my colleagues to )
the database orientation video on our "Research Assistance” help out here. 'm pretty good with databases, etc., but I'm jakfaﬂhur@refchatter.nt 3
webpage? tto new here to have a good grasp of the palitics. Just a . f
09:40 abrady218@yahoo.refchatter.net I think so, but it was long EEsil =t \en@refcha?ter.nt ‘
-enough ago that T probably should do it again.
09:41 me It is a good idea in any event, but once we've got you |
started here, it will be helpful in some of the housekeeping tasks
(Formatting citations, etc.). @ guest211968@refchatter.net -> demol x| RN R -
09:41 me Now, here are a couple of databases you can start =
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washingtonrefdesk

Email Transcript Tag for Followup  Transfer Chat Send File

e

08:44 guest438922@chat.libraryh3lp.com/libraryh3lp Can you

knovs what you've already found out.
08:56 me No prob. That's what we're here for. Start with AgEcan

let us knovr.

08:58 me And here is a link to a study guide you may find useful

recommend a database for research on the politics of farm subsidies? T'n
in PoliSci311, and I need some pretty detailed history as background.
08:45 me Give me a few minutes to check some things out. And let me

08:56 +18013182934@android-sms.libraryh3p.com Haven't started yet. % A
Dr jones suggested I get some guidance from the start. Hope that's okay. specifically for them (online and in-person)...

Research, CAB Abstracts and Agricola Articles. We can do a walk thru if
you'd like to schedule a tutorial session, either in-person or online. Just

1P Address: 173.10.21.86
J Referring URL: http://academic.altarama.com/IN

09:59 guest211968@chat.refchatter.net/libraryh3lp Hi. This
" lis Dr. Nielson. Just wanted to say thanks for help some of
my students this week. They gave a real testimonial to the
whale class this morning.

09:59 me Glad to hear it! Keep sending them and wee'll keep
helping them.

'10:00 guest211968@refchatter.net will do.

110:00 me And if you are on our side of campus one day with
a few extra minutes, maybe we could review how best to
alert your students as to programs and resources available

09:51 me Hi leo, do you mind if I transfer a session to
you with a 17-yr PhD candidate writing a paper about
expiring graduate credits?

08:51 alt-leo@refchatter.net Ah. One of those. Okay.

10:01 guest211968@refchatter.net Sounds good. I Thurs
‘a.m. works I'll have my assistant call and set it up.
10:01 me Works great. Have her/him call Leo at x34221

RefChatters backchannel capabilities allow staff to
easily commmunicate with each other. Chat sessions
can also be transferred through the backchannel to
available staff or subject specialists



Why RefChatter may be the reference tool you’ve been waiting for:

wrnetinebchat = | [ httpy/academic...sPageEmbedhtm x | = |

Patrons can use the tools and features of the IM tools they are already familiar with, including AIM®, MSN®,
YAHOO®, ICQ®, QQ®, and MEEBO-ME®

Patrons without an IM client have equal access through a customizable IM-like widget you can place anywhere in your
library Web pages, even embedded on your Facebook® page

Access points (IM and widget) can be organized into queues and staff allocated to the queues according to their ability to
handle the types of questions arriving in any queue

Librarians need only a standard Web browsers (FIREFOX®, OPERA®, IE®, and SAFARI® are supported) to monitor mul-
tiple intake points and work with multiple patrons simultaneously

Any number of librarians can use RefChatter at the same time, ensuring that any volume of sessions can be handled—
ideal for consortia

As a hosted, Web-based solution, no IT resources are required for implementation or ongoing support

Implementation, training, and support are all provided by Altarama, the industry leader in reference management solutions
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Telephone the library

. Contact us by phone on (02) 5555 1234 or Freecall 1800 555 555.
'1 ) —

Hours of availability: Monday to Friday 8 00am to 6.00pm and Saturday
and Sundav 4 N0nm fn & NOnm.

Progress through partnerships:

The underlying technology that makes Re/Clarterpossibleisa combination of open-source software components and
excellent development by the LibraryH3Ip creative team. Bundled with Altarama’s implementation, training, and

customer support, this powerful and proven tool is now available for libraries seeking a purpose-built, fully sup-
ported solution.

And as part of AIRS, the Altarama Integrated Reference Services family of products and services, Re/Chatter can be
integrated with RefTracker, VVRLplus, SMSreference, and DeskStats.



Optional SMS Module You should take a
look at RefChatter:

For current RefChatrer libraties, and for libraries considering RefChatter, we are
delighted to announce the availability of the Re/Charter SMS Module. This optional

. . . . . . L. = If you offer online reference
service allows the library (or consortium of libraries) to publish a standard 10-digit Y

using a single Instant Mes-

telephone number to patrons for sending reference questions by text. saging network (e.g. Google

Unlike other text-your-library offerings, with the RefCharter SMS Module library staff Talk® or Windows Live
members see and respond to inbound text queties on the exact same screen as they Messenger® , AIM®, etc.)
use to chat with IM and widget patrons. and wish you could support

more networks

This level of integration—both on the front end for staft convenience and on the .
= If you offer online reference

. . . . using several separate IM
offerings now available to libraries. clients and wish that doing so

back end for reports, transcripts and statistics—is unique among the commercial

weren’t so hard on your staff
Altarama has been a pioneer in library SMS service, delivering the first such system

in 2004. The Re/Chatter SMS Modnle joins a family of proven solutions that help
libraries offer, manage and measure reference service like never before.

If you offer online reference
using an aggregation tool
like Meebo®©, and find that
being limited to a single
librarian/operator is prob-
lematic, especially during
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