Public Services Management Council
Monday June 4, 2007
11AM
Room 409
Present: Kraig Binkowski,  Kelly Barrick, Ken Crilly, Mark Ensberg, Ellen Hammond, Carol Jones, Steve Jones, Kenny Marone, Danuta A. Nitecki, Alan Solomon, Paul Stuehrenberg, Maryetta Russell, notetaker 
Absent: Diane Kaplan,  Karen Kupiec, David Stern
1. Results of the Ask!Live Extended Hours Pilot


Alan stated that the pilot survey began in March 2006 and ended in December,   
2006.  There were 387 undergraduate Ask!Live sessions during all service hours 
March 2006-December 2006 versus 220 undergraduate sessions during the same 
time period in 2005. The increase of 167 sessions reflects a 76% increase in usage by 
undergraduates during all service hours. 240 undergraduates used the Ask!Live 
service between 12pm and 6pm in the period March-December 2006; 147 used the 
service between 6pm and 11pm.  He further stated that the number of reference 
questions answered via Ask!Live between 6 pm and 11pm Sunday through Thursday 
will equal if not exceed the number of reference questions answered during the same 
time period at two physical reference desks in the Yale University Library, 
Government Documents Center and Sterling Memorial Library.  However, in 
January, February and March 2007, the number of questions asked at the SML 
reference desk in the 5pm-8pm time period – Sterling Memorial Library’s new 
evening service schedule - has been almost  exactly the same as the number of 
Ask!Live queries during its 6pm-11pm service hours.  He stated that undergrads 
asked 51% of all Ask!Live questions during the 6pm-11pm time period and most 
questions were asked on Sunday evenings. Reference, Access and Ready Reference 
questions were the top three categories of questions asked during all hours of 
Ask!Live service.  All types of
Reference questions accounted for 54% of all 
questions while all types of procedural questions represented 46% of all 
questions.
Discussion followed Alan’s presentation.  Ellen asked if grad students had been included in the pilot study would the goal have been met.  Alan stated that most users of Ask!Live are undergrads, and grad students were not considered in this study. Kelly stated that between the hours of 4pm to 7pm was a low time for questions. Mark asked about staffing arrangements.  Alan stated that over half of the staff volunteer for this service work from home and are given comp time.  Some of the questions are complicated but there are scripts available to the volunteers on answering these questions.  The average query takes eleven minutes but Kelly mentioned at times a follow-up is required and it can take longer than the average eleven minutes.  Ken stated that Suzanne Lovejoy is doing all the scheduling for Ask!Live, and although she is a member of the Reference Committee, it is taking time away from her work in the Music Library.  Paul mentioned that he had spoken with participating Divinity librarians and sensed a frustration that many of the questions asked pertained to the Medical Library.  Danuta asked if the level of activity and nature of service warrants continuing it.  If so, how do we manage it? Kenny stated that it reminded her of a system they had at the hospital that when it was first introduced it didn’t work but gradually with a proper structure it became a useful tool for the Medical Library. 



Kelly stated that the Reference Committee is recommending that Ask!Live use 
Instant Messaging instead of Questionpoint which would be an easier software to 
manage.  Alan stated that if we switch to Instant Messaging more people will use it.  
Kelly stated that the University of Pennsylvania is using Instant Messaging and it is 
working quite well.  Mark stated that the Law Library does not participate in 
Ask!Live because they had done a cost analysis and found that the software and 
managing the service was not beneficial to the Law Library needs.  Alan stated that 
perhaps there could be a different way of handling Ask!Live services. It could be 
assigned to a department who had a group of people who handled this service.  
Danuta stated that we have not yet addressed well issues of managing the service beyond piloting it and if we wish to continue it among the Library’s public services, we need to do so and not expect it to be delivered by volunteered staffing. Alan stated that the number of Ask!Live services per week was between 30-35 hours and the total use was about 100 per month.  With an average of less than a question an hour, questions arose how to staff, market and schedule the service.  Generally, all the managers want such a service to succeed, but there isn’t confidence how to continue it given present activities.  Danuta asked how many members would like to continue the Ask!Live services.  Six were in favor and three abstained.  Kelly volunteered to work with members of Public Services Management Council and the Reference Group to write a more detailed proposal for using IM for virtual reference services.  
Meeting adjourned at 12 noon.

