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JTUTUTAJTHE UHO®OPMALIMOHE YCJIYIE:
MOCBEREHOCT JIO MOCJIEJILET IAXA? !
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IIporpam 610aH0TEYKNX U HHPOPMALMOHUX HAYKA,
Jp:xxaBuu ynuBep3uret Beju, Jetpout, CA/L

Caxerak

Pa3motpeHe cy yKkpaTKo KJby4YHE NPEKPETHULIE Y
MPUMEHHU padyHapa Koje Cy 3aro4esie OHJIajH PeBOIYIH]Y
u omoryhmine ma OmOIHOTEKe MOCTaHy AWTUTAIHE. bu-
OMMoTeKapy JaHac OJroBapajy Ha u3a3oBe lHTepHera
ynopHoihy y o6e30ehuBamy KBaIUTETHUX HHpOpMalyja
n o0yKa 3a KOPUCHUKE KaKo OM YCIIEIIHO HMPOHAIA3UIIN
nHdopmanuje Ha Web-y 1 y KomepuunjasHuM 6a3ama no-
nataka. Onesbeme 3a IuruTanae napopmaimje 0o6e30ehy-
je IPHUCTYI eNeKTPOHCKMM HM3BOpHMa MH(pOpMaLHja mpe-
ko Web-a y3 mocpenmoBame Jpymu. WHbpopmaropu cCy
oOyueHn nma o6aBe WHPOPMALMOHW MHTEPBjY, Ja YITyTe
KOpUCHHKA Ha OMOJNINOTEUKe OHJIAjH KaTajore U HHICKCE,
J1a TIOKaX<y KOPHCHHIIMA KaKo [a M3BEdy CJIOXKEHa IIpe-
TpakuBama U aa obe3dene Oubmmorpadcky oOyky Koja
o0yxBara M BpEIHOBamE M3BOpa. YTHLAj yCIyra JWIHU-
TanHUX WHQOpMAIMja Ha MOCIOBE WH(pOpPMATOpa HITY-
CTPOBAH je MPEKO MPOMEHA Yy pa3Bojy KOJEKIHja, Cyre-
cTHja 3a e)EeKTUBHHM MHCAHU WHTEPB]jYy, Kao M 1norpede 3a
o0e3behuBamem oborahenuje nndopmanmone yciayre 24
vaca qHeBHO. [10 pa3maTpamy MUTama Koja ce OAHOCE Ha
NPUBATHOCT KOPHCHHKA, ayTOPCKO IIPaBO, MPOMEHE Yy
TEXHOJIOTHjU y OyayhHOCTH, ayTop 3akjpydyje Aa KO
IUTUTATHUX OMONHOTEeKa MmocToju morpeda 3a 00e30ehu-
BarbeM HH(OPMATOpa PacIoI0XUBHX 32 KOPUCHHUKA U KO-
MyHHKallHjy IyTeM eJeKTPOHCKe IIOIITe WIM NpHYa-
OHHIIA.

Kibyune peumn: JururannHe OuOiauorexe, IMIHTAJHE
undopmanuje, ycayre, uHpopMaTopu, o0yka Kopuc-
HUKA, UH(GOPMAIMOHM HHTEpBjy, e-NMOIITAa, NMpHYA-
OHMIIe.

K/bYUHE TEXHOJIOWIKE NPEKPETHHULE
KOJE CY OMOI'YRWIE BUBJIMOTEKAMA
JA IIOCTAHY JUT'UTAJIHE

Bp3u pa3Boj pauyHapcke TEXHOJOTHjE KOjU
j€ yBeo padyHape Ha paaHa MecTa I0Ye0 je TpaHC-
¢dbopMmarjy u OMOIMOTEUKUX yciayra U OMOIHOTEY-
Ke cTpyke. OBaj TEKCT HeMa 3a LUJb Ja Oyne CBeo-
OyxBaTHa HCTOpHja yTHIIaja TEXHOJIOTHje Ha ONOIH-
oTeke amy he OCBeTIINTH HEKOJIMKO KJbYYHHX TeX-
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Abstract

Key technology milestones that started
online revolution and allowed libraries to become
digital are briefly considered. The librarians of
today meet to the challenge of the Internet Age by
persistence in maintaining quality of the information
prepared for the users and by training them to
become good searchers of the Web and the
commercial databases. Digital information service
provides access to electronic reference sources that
are Web-based and human mediated. Digital refe-
rence librarians are able to conduct a reference
interview, refer the user to the library's bibliographic
instruction by developing tutorials including how to
evaluate sources. The impact of the digital reference
services on the way reference librarians do their jobs
is illustrated with changes in the collection deve-
lopment, suggestions to conducting an effective
written reference interview and enhanced reference
service 24/7. After considering the issues concerned
with privacy, copyright and future technology chan-
ges, the author concludes that new digital reference
libraries have to provide the reference librarians
readily available to users via e-mail or chat rooms.

Key words: Digital libraries, digital informations,
reference services, user training, Web, reference libra-
rians, reference interview, bibliographic instruction,
e-mail, chat rooms.

KEY TECHNOLOGY MILESTONES THAT
ALLOWED LIBRARIES TO BECOME
DIGITAL

The rapid evolution of computer technology
that introduced computers to the workplace also
started the transformation of both library services
and the library profession. While this paper is not
going to be a complete history of the impact of
technology on libraries, but will highlight several
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1. [I. ®una: Jururanae undopmarone yciyre: nocsehenocr go mocneamer aaxa?

HOJIOIIKMX PA3BOJHUX IMOMaka KOjH Cy OJaKIIaJn
Tpanchopmaiijy. TOKOM MIe3AeceTux TOAWHA CY
HEKOJIMKO KPUTUYHUX aKTUBHOCTH OTIIOYEIIC OHJIAjH
PEBOJYIIHMjY KOja je IOBelia IO CTBapama JaHAIbe
JUTUTalIHE ONOINOTEKE.

Konrpecna OnbnuoTteka pasBuia je CTaH-
napau3oBann OuOmuorpadcku GopMaTt Koju je
MAIIUHCKY YUTJBUB U Ca KOJUM CE€ MOXE PaguTH
noMohy pauyHapa. MamMHCKA YUTJbUBA KaTajo-
ruzanuja, MARC, Op3o je mocrana craHmap] 3a
npaBJbeme Onbnmorpadcekux 3ammca. OHE Cy ce
OJl Taja MOTJHM YHOCUTH, YyBaTH U JUCEMHHU-
patu momohy MarHeTHHX Tpaka.

Kopumhewem wmarepujana koju cy Ounn
IIOCTaBJbEHU Ha BEJIUKUM pauyHapuma NASA-e,
HaunoHanne mequnuHcke 0ubnvuoreke 1 MuHU-
cTapcTBa 3a oOpazoBambe W y3 (HHAHCHjCKY
nmomoh Bimage CAJl, pasBujeHH Cy CcHUCTeMH
MEDLARS, DIALOG u BRS. YBuneno ce ga ou
Ce OBHM CHCTE-MHUMa MOTJIH MOCTaBJbaTH YIHTH,
a 1a OW TOMHCH jeWHUIA Yy UCTHCHUMA KOjU CY
OWIN pe3yNTaTH YIUTa MOTJIM OUTH PEIICBAaHTHH
3a oxpehena murama. KomepuwjanHe npumene
jaBWIIe Cy ce TeK celaMIIeCeTUX IOAMHA Kajaa Cy
DIALOG, BRS, WESTLAW u LEXIS yBenenun
y oubnmoreke. CBH OBH CEPBHUCH, KOJH Cy H3U-
CKUBAJIU CIICLMjajIHy ONpeMy, J0OUjaHH Cy MpeT-
1aToM a OubIroTedKo 0cobibe, Koje je odyue-
HO 3a Kopuimheme TepMHHAIA, MOpajio je 1a
00e30en HOBal 3a M3BOHCHE NPETPAKUBAMA.
[loyeTHu pe3ynTaT THX NpeTpaKUBama Owia je
JTUCTa jeAWHWIIA Koje Ccy Omie mpoHaleHe Kao
oaroop Ha ynurt. KopucHunmMa Huje OWIo
JIO3BOJCHO Ja KOPUCTE OBE TepMHHane 300r
CIEIHMjaJTM30BaHOT je3UKa MPEeTpaKuBama KOju je
01O HEOIXOJaH 3a MPETPaKUBamka Koja Cy ce TMakK
rutahasa mo MUHYTH.

1967. ropune ®pen Kwiryp je opranu-
30Ba0 OHJIAjH padyyHApPCKU OMOIMOTEYKH IIEHTap
(OCLC) koju je CIyXKHo Kao MPETIUIATHHIKH
KOOIIEpaTHBHU KaTaJlor 3a Malie akageMcke Ou-
omuoreke y Oxajy. Llwb je Ouo nma ce onakiia
KOoOIlepaTHBHA KaTaJorusauuja, 1a Ou ce u Ipyru
W3BOPH 33jeIHUYKN KOPHUCTHIIM, Kao U Ja Ou ce
Mo3ajMJbUBake MaTepHjajia ycMepuiIo Ha Oubmm-
OTEeKe WIAHMLE OBOT KOH30pLHujyMa. Beoma 6p30
Cy Ipyre OWMONHMOTEKE IOXKeNene 1Ta Yy OBOM
yuectByjy 1 OCLC je Op30 pacrao Tako ga cajaa
MHOTH BHIE y meMy de facto "cBercku kartanor
oubmmoreukor Mmarepwjana’. Bume om 30.000
ou-6mroreka y CA/l u 65 Oubnuroreka u3 Apyrux
3eMajba J1ajy JIONPUHOC OBOj 0a3u MmojaTaka H
CBaKe TOAMHE c€ Yy Iy [0Jaje OBa MHJIMOHA
3amuca.

key technological developments that facilitated this
transformation. Ta he 1960’s saw the development
of several critical activities that started the online
revolution that would result in the creation of
today’s digital library.

The Library of Congress developed a
standardized bibliographic format that cold
be read and manipulated by computer.
Machine Readable Cataloging or MARC
quickly became the standard for the creation
of bibliographic records. Bibliographic
records could now be entered, stored and
disseminated by computer tapes.

Under grants from the U.S.
Government, MEDLARS, DIALOG and
BRS were created using material that was
on the NASA, National Library of
Medicine and the Department of Education
mainframes. It was discovered that queries
could be made of these systems and the
resulting printout would list items that were
relevant to the question. Commercial
applications did not appear until the 1970’s
when DIALOG, BRS, MEDLARS,
WESTLAW and LEXIS were introduced to
the libraries. All of these service required
dedicated equipment, were subscription
based and library staff were trained to use
the terminals and need to set aside money
to do the searches. The initial results from
the searches would be a list of items that
were retrieve in response to a query. The
public was not allowed to use these
terminals because of the specialized
searching language that was needed to
retrieve information and that searches were
billed by the minute.

In 1967 Fred Kilgour formed the
Online Computer Library Center (OCLC)
to serve as a cooperative catalog for small
academic libraries in Ohio on a
subscription basis. This was to facilitate
collaborative cataloging, to share other
resources and to streamline the borrowing
of materials from the member libraries in
this consortium. Very quickly other
libraries wanted to participate and OCLC
grew very rapidly now most people see the
OCLC catalog as the de facto “world
catalog of library materials”. 30,000 plus
libraries in the United States and 65 other
countries contribute to this database and
over 2 million records are added each year.
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I II. ®una: dururanae nHpOpMannoHe yciayre: mocBeheHOCT 10 Mocieamher naxa?

e 1979. rommae OCLC je yBeo CBOj CHCTEM
MelyyOubnuoTeuke mos3ajMuie Koju je Oudsmo-
TekapuMma oMoryhmo na mperpaxyjy 6aszy mopaa-
taka OCLC-a, ma yTBphyjy KO Tocemyje HeKy
KIbUTY ¥ Jla TIOTOM IolIajby CBOj 3aXTeB 3a
M03ajMJbUBAKE Y3 JIMCTY ca MeT Oubimorexa.
ITocne camMo HEKOJNMKO YacoBa WM JaHa Ou-
oimoTexap OM OMoO 0OaBeIIeTeH O TOME Koja Ou-
OIMOTEKa MOXKE J1a TOCTABH TPAXKCHY jeIUHHITY.
TuMe je eTUMHHHUCAH TIEPUO/]] YeKarmba O] CTaH-
mapaHUX 6-8 Hemesba TMOTPEOHWX 3a 3aXTEBE
KOjH ce masby momroM. bubnnoreke cy ce Tako
MOBE3MBAJIC jelHA Ca IPYTOM.

o [lojenuHe OMOMMOTEKE MOYENE Cy Jla Camajy O
TOME J1a UMajy CBOje COIICTBEHE OHJIajH KaTa-
JIoTe KOju OU oJpakaBajii WU HUXOBE (OH-
JnoBe wiu Ou, ako OW Owje YIaHWIE HEKOT
KOH30pIIjyMa, oJipakaBaiu (OHIOBE CBUX Ou-
0JIMoTeKa y TOM KOH30pIHjyMy. TexHomoruja je
y TO BpeMme mocTajana jepTHHH]ja, a Tpenas3ak ca
CKYNHUX BEJIMKUX CHCTEMa Ha Mame CaMOCTallHEe
padyHape oMmoryhno je pa3Boj OHJIajH KaTajiora
ca jaauM nipuctyniom (OPAC-a) xoju cy Ounm
MPOjeKTOBaHM Jla OM 3aMEHMJIH JINCHE KaTajore.
[IpenHoct je Omnma y ToMe mTO je OMIIO mO-
TpeOHO Mamke JbYIU 3a OApIKaBame: HHUje OUiIo
BUIIE TOTPEOHO KpEeUpaTH KapTHULE, HUTH HX
VHOCHTH Yy JaTOTEKe, PEBHIUPATH a 3aTHUM U
m3banuBaTh Kaga OW HEKa jeauHUIlA Omiia
noBy4deHa u3 Gouaa. CBe OBO je KaTajioruzarop
Morao mocTulin ca HEKOJIUKO MNPUTHCHYTUX
tacrepa. JlaHac OMOMMOTEUKH KOH3OPIIH]YMH
00e30ehyjy mpuctyn GoHa0BUMA CBUX OHOJIHO-
TeKa Yy HKHUXOBOM KOH30pPLHUjyMy Ha caMocCTall-
HUM TEPMUHAITUMA & KOPUCHHUITY MOTY Jia IPEKO
BUX PE3CPBUINY KIBHUTe y APYTHM ONOIHMOTEKA-
Ma. JIok cy ce y MOYeTKy MHOTH KOPHCHUIIH
ycTe3anu Ja KOpHCTe padyHape, BehUHH HBHX
JaHac je paj ca ’HUMa IPIINIHO yrogaH. To je
OMO MOYEeTaK PErHOHAIHOT yMpeKaBama Ouoiu-
oTeKa U HabaBJbama BHIIIE padyyHapa Kako OU ux
KOPUCTHIIM KOPUCHHITU U 0COOJbE.

A onga ce to morommio! Ilpe oxo nmecer
roguHa Ha cueHy je crynuo Hutepuer. [lo Ttor
BpEMEHA TIOCEOBAKE MEPCOHATHUX padyHapa Mo-
cTajo je oOMYHa CTBAap M MHOTA pajJiHa MECTa Cy HX
YKJbyUHIIa y U3Boheme pamHux nocrynaka. Pasmena
nHpopManyja Melhy pauyHapuMma Ownia je jorn pena-
THBHO pPeTKa U CKyna. IHTepHeT je Bpiio 6p30 modeo
Jla pylH 3uj0Be M3Mel)y OHHX Koju WHQpOpMaiuje
npoHaiase (OMONMoTEeKapu) U OHUX KOjH HX Tpaxke
(xopucHunn). EnmextpoHcka momra je oMoryhunia
KOPHCHHUITIMA JIa Tajby 3aXTeBe 3a MHGOpMaInjamMma
W Ja Jpyrd oxaromapajy Ha mnurama. CajToBe 3a
nH(pOpMUCamHE pa3BUjalld Cy W MPEKO HOhM mocTas-

e In 1979 OCLC introduced their Interlibrary
Loan system that allowed librarians to
check the OCLC database, determine who
owned a book and then enter their request
to borrow and list 5 libraries. In a matter of
hours or a couple of days a librarian could
be informed as to which library would ship
the requested item to them eliminating the
standard 6-8 weeks waiting period when
requests went by mail. Libraries were
becoming linked to each other.

e Individual libraries started to dream of
having their own online catalogs that would
reflect either their holding or if a member
of a consortium the holdings of all the
libraries in the consortium. At the same
time technology was becoming cheaper and
the move from costly mainframes to
smaller stand-alone computers enabled the
development of Online Public Access
Catalogs (OPAC’s) that were designed to
replace the card catalogs. The advantage
was that it required less staff to maintain,
no more creating cards, filing them,
revising them and then pulling them when
an item was withdrawn. All of this could be
done with a few keystrokes by the
cataloger. Today library consortiums
provide access to the holdings of all of the
libraries in their consortium on stand-alone
terminals and users can reserve books in
other libraries from these terminals. While
many users were initially scared of using
the computers, most of them are fairly
comfortable with them today. This was the
beginning of libraries being regionally
networked material and acquiring more
computers for their users and staff to use.

Then it happened! Approximately 10 years
ago the Internet burst on the scene. By this time
ownership of personal computers had become
more commonplace and most workplaces had
incorporated them into their work procedures.
Sharing of information between computers was
still relatively rare and costly. The Internet
immediately started to break down the walls
between the information finders (librarians) and
the information seekers (users). Email permitted
people to put out calls for information and
others would answer the queries. Information

15
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Jballd  eKCIEPTH, IICEYyJOCKCIEePTH W JIOBIH Y
MyTHOM. Huje Ouino koHTpone koja Ou ce OaBuia
THME KO MOXE Ja WX MOCTaBjba W TAE CE MOTY
MOCTaBJbATH M OMOJIMOTEKApU Cy OWIIM U 3arameHn
u 3aauBJbeHH. Hacrtao je MuT o Tome na ce Ha Un-
TEepHETy cBe Moxke Hahu u na je cBe "OecruiaTHO", a
Ia je moTpebaH caMo MPUTHCAK TacTepa Ja Ou ce 1o
tora jgouwio. [Ipuctyn uadopmairjama je caaa Mo-
ryh cBakome ko mMa padyHap M oHJajH Be3y. Ko-
pUCHHUITIMA OMOJIMOTEKA C€ YUYWHHUIIO J1a HE MOpajy
BUIlle Jla Uy y OMOIHOTeKy 3a Kopuurheme mare-
pHjaa 3a BpeMe pagHOT BpeMeHa. Jbyau Koju HHCY
O OuONMMOTeKapu pa3BWIM  Cy e(EeKTHBHE
MallliHe 32 MPETPaXUBamhe KAaKo O YCIOCTaBWIN
HEKH peld M ToBehanu mpuUCTYN peJeBaHTHUM
nH(popMaIyjama.

[Mutame koje ce mocraBipaio jecte mra he
Ooubnmuorekapu oncana paautd. [a nu cy oHH, HH-
XOBE BCIUTHHE U HHUXOBE OMOMMOTEUKE KOJEKIHje
jour ox 3Haudaja y 21. Beky? bubnmorekapu cy omiy-
YMIM 1a OAroBOpe Ha M3a3oBe nobOa MHrepHera
Kako OM WM ce BHXOBU AOTAJallllbl KOPHCHHIIN
BPaTHJIM U OJ] FbUX OIET OYSKHBAIU KBAIUTETHE MH-
dbopmanmje, kao 1 00YKy Ja YCIEITHO MPETPaxyjy
CBETCKY MPEXY U KOMepIHjaiaHe 6a3e mojaraxa.

JUT'UTAJIHA HH®OPMALIMOHA CJIYXKBA

Onu Koju JaHac Tpaxe MHMOpPMAIUje KKee
na Oyny y moryhHocTu na nohy mo unpopmanuje e
camo y OmJIo Koje Bpeme naHa uiau Hohwm (24/7), Beh
Ja TO MOTy Ja paje y yIOOHOCTH CBOTa JOMa,
KaHIeNlapyje, Ha MyTy WM y oOnmkmeM kKaduhy.
Omnu xene ga 6yay y MOTYhHOCTH Ja TO paje JaKo
0e3 yHoOIlIeka BEJTMKOT Opoja IMYHUX To/1aTaka | J1a
HE MOpajy Ja OBJIaJajy HHU30M IMPOTOKOJA Kako Ou
Jouu 10 WH(OpMalnMja Koje Cy UM MoTpeOHe.
JlaHamsy KOPUCHUK je BeoMa rmocebaH U OMIIo Koja
yodeHa TIperpeKa WIH JyTOTPajHO IPeTpaknBambe
uHpoOpManuja, 3Haun 3a OMOIMOTEKYy TyOMTaK joI
jemHor kopucHuka. OBo he mocraru jorr 3HavajHUjE
3aTO IITO HeKaJa OeCIIaTHH CEPBUCH JAParoleHHX
u3Bopa MHQOpMaIMja MOYUBY cana Aa Hamahyjy
NpUCTYN LesoM AokyMmeHTy. Jla mu he oBu Kopwuc-
HHULM Y TOM CJIy4ajy KOPHCTHTH CaMO OHO JI0 4Yera
Mory OecruiatHo Aa Aohy wiu he ce BpaTutu y Ou-
ONMMOTeKy KoOjy (QUHAHCHpajy NpeKo Tope3a u
noHaruja?

Bbp3o je mocrano jacHO ma OMOIMOTEKApH
Tpeba aa ce mpeycMmepe U mpeypeie cBoje HHop-
MaluoHe YCIyre Kako OW 3aJ0BOJBHIM 3aXTEBE
OBUX HOBHX pPadyHAPCKH IHCMEHUX KOPHCHHUKA
nHpopmarmja. To je 3HAUWIO pa3BHjamke TUTHUTAN-
HUX ¥ IOTOM BUPTYETHUX WHPOPMALUOHUX YCIIyTa.

sites were being developed and posted
overnight by experts, pseudoexperts and scam
artists. There was no control being exerted as to
who could post, where they could post and
librarians were both appalled and amazed. A
myth was born that every thing could be found
on the Internet and that it was “free” and but “a
click” away. Access to information was now
available to anyone who had a computer and an
online connection. Library users felt like there
was no longer a need to go to the library during
set hours to use material. Non-librarians
developed effective search engines to bring
some order and to increase access to relevant
information.

The question that was being raised is what
do librarians do now? Were they, their skills and
their library collections still relevant in the 21*
century? Librarians decided to meet the challenge of
the Internet Age so that their former users would
return, once more relying on them again for quality
information and to train them become good
searchers of the Web and the commercial databases.

DIGITAL REFERENCE SERVICE

Today information seekers want to be able
to get at information not only at any time of the
day or night (24/7), but to be able to do so from
the comfort of their home, office, on the road,
or their local coffeehouse. They want to be able
to do this easily without inputting a lot of
personal information and without having to
master a variety of protocols to locate at the
information they need. Today’s user is very
particular, and any perceived barriers or time
consuming activities to retrieve information
means another user lost to the library. This will
become more important because valuable free
resources are now starting to charge to access
in-depth information. Will these users then only
use what they can get for free or will they return
to the library that they are funding via taxes and
grants?

It quickly became obvious that librarians
needed to refocus or redesign their reference
services to meet the demands of these new computer
literate information users, thus the development of
digital reference services and then virtual reference
services.
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ra je ycrBapm "mururanHa wuHpOpMa-
nuoHa ycnyra"? Jlurutanna uHQopManuoHa yciayra
00e30el)yje mpuCTyn €NeKTPOHCKUM HW3BOpPHMA WH-
¢dopmanmja Ha Web-y u y3 mocpenoBame OUOIH-
orekapa. OBo 3HauM Aa je OMOIMOTEYKO OCOOJBE Y
MoryhHocTH f1a 00aBU WHGOPMAIIMOHN UHTEPB]Y, 11a
YITyTH KOPHUCHUKA Ha OHOJIMOTEYKH OHJIAjH KaTajior
W MHICKCE, Ja TMOKaXXe KOPHUCHHIIMMAa Kako Ja
U3BEIy CIIOKCHAa NpeTpaXkuBamba W jJa o0e30ene
oubmmorpadcky OOyKy MPHUIIPEMHUBIIHN MPHPYUHUK
KOju 00yxBaTa W BpeIHOBame W3BOpa. TakBU WH-
(opMaLlMOHU HW3BOPU YKJbYUYjy M aHOTHpaHE Te-
MaTCKe BOIHMYE Ca XHWIepBe3aMa Koje je 0oco0Jbe
onabpaio, MpUpyYHHUKE U IoMaraia 3a 00yKy HOBUX
KOpUCHHKa, MOpTaje Koje je OnbmmoTeka Kpeupana
U ycllyra y KOjuMa 4OBEK IOCpelyje Kao IITO Cy
eNeKTPOHCKA IIOITAa M Pa3TOBOPH IIPEKO IpHYa-
onuta. [Topramu Ha 6ubmuoTeukoj Web crpanu nu-
3ajHHUpajy ce Tako Ja 00e30el)yjy npuctyn martepu-
jamy Ha Koje ce OmOnmoreka mpermuiahyje wim 3a
KOjH MMa JIHMIEHIy 3a pain. Matepujan je Taj Koju
MOXKE WJIM HE MOpa W3UCKUBATH Ja UMare UJAeH-
TUQUKAIMOHM KOJX 3a TMPUCTYyNl Kako Owucre
KOPHCTHJIM HEKY O JIMIEHIMpaHUX 0a3a MmojaTaka.
Ogo ce yTBphyje yroBopoMm o JUIICHII KOju je Ou-
Oomuoreka mornucana. Ha mpumep, mpuctyn jemHoj
0a3y mojaTaka MOXKe Ce OTPaHHYUTH CaMo Ha Jby[e
KOjU KOpHCTe OHONHOTEUKEe padyHape, Ipyru
NPUCTYN MOXX€ OWUTH OrpaHWYeH Ha CTyIeHTE U
(dhakynTeT, a Tpehn Ha CTAHOBHHUKE HEKOT Tpaja.

XwunepBese koje cy ob0e3dehene y aHoTH-
paHMM TNpEeIMETHUM BOAWYMMA MaXXJbUBO Cy H3a-
Opanu OMONMHOTEKapu W CMaTpajy ce MOYy3JAaHUM H
ayTOPUTATHBHUM, a Tekyhu cajtoBu Ha MHTEpHETY
ypeheHn cy 1o mpeaMmeTuma, HIp. Kao IITO Cy
JIOKaJIHA BJIajJa, CIIOPTOBH, MAapKOBH, JIOKAIHH II0-
croBHH CBeT, uTHA. Ilog HEeKMM Ox OBMX ONIITHX
TeMa Hajas3e ce rnoTkareropuje. tbux tpeba pemos-
HO TIperjiefaTy Kako Ou ce MOCTUIIIO J1a JTMHKOBU U
Jajee paJie M ja ce CajT OAprkaBa axypHHM. [lomro
ce HOBHM CajTOBH CTalHO nonajy Web-y, mper-
miahuBamke Ha HEKE OJf CIO0OIHO JOCTYITHUX
MH(POPMAIIMOHUX CEPBUCA KOJH CE aXKypHpPajy MOXKe
momohn ymociieHoM ocobspy. [IBa moOpa Oecruiart-
Ha u3Bopa uH(popmanuja Ha MHTEpHETY KOjUM ce
MOTY NPAaTHTH HOBH KBAJMUTETHHU CAjTOBH 32 MOTpe-
0c xopucHuKa jecy: http:/lii.org - nucra ca mpeko
12000 cajroBa wunM - 3a HEACJBHY JHUCTYy -
http://lii.org/mtw  wnmu  cajtr = epu  Ilpajca
http://resourceshelf.com. bbuxoBum HexesbHUM TIpe-
rIeamkbeM MOTY Ce MICHTU(HMKOBATH HOBH CajTOBU
Koja OmcTe MOKAa mokenenu Aa ponate. [la wmak
OBM cepBucH Hehe pehm koju Cy cajTOBH mpecTanu
Ia ce aXypupajy, Beh je OnbnmorekapoBa Ay»KHOCT
Jla PEOBHO MPOBEPaBa, HEJIEJbHO WIIK MECEYHO, CBE

What exactly is “digital reference service”?
Digital reference service provides access to
electronic reference sources that are Web-based
and human mediated. This means that the
library staff is able to conduct a reference
interview, refer the user to the library’s online
catalog and indexes, show users how to do
complex searches, and provide bibliographic
instruction by developing tutorials including
how to evaluate sources. These reference
sources include annotated subject guides to
hyperlinks that have been selected by the staff,
tutorials or training aids for new users, library
created portals and human-mediated services
such as email and chat room capability. The
portals on the library’s Web page are designed
to provide access to the material to which the
library subscribes or licenses. It is this material
which may or may not require that you have an
access identification code in order to use some
of the licensed databases. This is determined by
the licensing agreement that the library signed.
For example access to one database maybe
limited only to people who use the library’s
computers, another maybe limited to students
and faculty and a third to residents of a city.

The hyperlinks that are provided in the
annotated subject guides have been carefully
selected by the library staff and are suppose to
be reliable, authoritative, and current Internet
sites arranged by subject such as local
government, sports, parks, local businesses, etc.
Under some of these general topics you will
find sub-categories. These need to be reviewed
regularly to make such the link still works and
that the site is being kept updated. Since new
sites are being constantly added to the Web
subscribing to some of the free updating
awareness services can help busy staff. Two
good free internet resources for you to monitor
for new quality sites for your users are
http://lii.org for a list of over 12,000 sites or for
a weekly list http://lii.org/ntw or Gary Price’s
site http://resourceshelf.com. By reviewing these
weekly you can identify new sites you may
want to add, however these services will not tell
you which sites have ceased to be updated, it is
the librarians duty to regularly weekly or
monthly to check all the links to sites that they
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BE3¢ 3a CajTOBE KOje Cy OHHM YKJBYUHJIH Y CBOje
TeMaTcke Oudnmorpaduje.

Kako paururanne wHOpManmoHe ycuyre
yTHYY Ha HauuH Ha KOju MH(POPMATOPH pajie CBOj
mnocao?

Pa3Boj kosexkumja

Kao mro cTe ympaBo MNpOUYUTAIH, Pa3Boj
KOJICKIIHj€ OCTaje 3Ha4yajHU EJIEMEHT OITHCa IT0Cia
OuONMHMoTeKapa JUTHTAHOT WHGOPMAIMOHOT OJie-
Jbema. JeAWHa pasnuka je y TOME IITO, ca CBOM
OHOM TIAXXFOM KOjy OOHMYHO TOKJIama MpH H300py
HITaMIIaHUX U3BOpa MHQOpMaIKja, caaa Oupa eek-
TpoHCKe u3Bope MHadopmanmja. Mctu cranmapau
KBAJIMTETA, aKTYCIHOCTH, KOHTPOJEC M MOTOJHOCTU
npuMemyjy ce Ha 0a3e mojaTaka W CajTOBE Ha
Wutepuety koju ce Oupajy 3a aurutaiHe nHdopma-
nmona 30upke. Hajseha pasznmuka mputoMm jecte mro
EIEKTPOHCKH M3BOPH MH(]OpMaIija, HAPOUUTO OHH
Ha Web-y jecy 1O TpUpOIU HECTAIHUJU U
MpoMeHJbUBH. Y koMeplujamHu u3Bopu HH(OpMa-
IHja Cy TOJUIOXKHHU TPOMEHH Kao INTO Cy: Opoj
u3zama koju he OUTH TOCTyIaH, J0aBambe HACIOBA,
M30CTaBJbake HACIOBa, 00e30ehuBame pacmonoxu-
BOCTH TMYyHOI TEKCTa 3a HEKE JeOUHUIE U
o0e30ehuBame cakeTaka WM MIUTHPAHUX HHMOpMa-
uuja 3a gpyre. Hemro onx oBora je y Be3u ca
TPOIIKOBUMA HMJIM Ca OHHM INTO OMOJMOTEKa MOXKE
Jla TIPUYINTH ceOH, a HeKa OJ OBUX IMUTama 3aBHCE
ol TojeJMHAaYHMX  wW3naBada. Jluctpubyrepu
JMLEHIH Cy arperaTopy Koju MOTIHCY]y YroBoOpe ca
pasHMM WU3aBayMMa, a II0TOM pa3BHjajy HH3
NpoM3BOJa paad Tpojaje pasHHM THIIOBHMA
oubnmunoteka. Heku n3naBaum he 3axTeBaTH €KCKITY-
3MBHOCT 3a CBOj MPOW3BOJ M TMPEMHUCUBATH MpaBa
caMo JUCTpUOYTEepy WM MOTY OJUTYYUTH Jia TO WJIe
camo onx cebe, a ga he OuOMMOTEKe KOje Keie
BUXOBY MyOJIMKAllMjy UMaTH TOTPeOy N1a TMOTIHUIITY
MojeANHAYHA yTOBOp ca muMa. HeomxomaH je
BEIMKU CTENeH NaXme NPH TOTIHCUBAKBY CBUX
OBHX yroBopa. Bemuku mpobiem jecte ako u3naBad
Mema IUCTpuOyTepe u OumOmmoreka Tpeba 1a
OJITyYH J1a JIU Jia OCTaHe 0e3 Te MmyOauKaIlije WK Ja
MOTIHILE YTOBOP €a jOIII jeTHUM AUCTPUOYTEPOM.

HoBa mururanna OmbamoTeka W3WCKYje na
WHPOPMATOP TMPOBOJM MHOTO BHIIE BpPEMEHA Y
pasBHjamy KOJIEKLHje a TO 0o0yxBaTa M CTPOXKH]jE
UCKJbYYHMBAE M3 e HEro MmMTO C¢€ TO YUHHUIO Y
npouwtoctd. byayhu na nunennHe 6aze monaraka
Op30 Memajy cBoje HHTepdejce M CBOj Caipxkaj,
OUOMMOTEKapy TPOIIE MHOTO BHIIE BPEMEHa Ha
IUXOBOM TOHOBHOM mnocehuBamy. bubmmorekapu
Takolje yde KOJMKO je BaxHO Aa MeljycoOHO [ere
BEIITHHE W TEXHUKE 00yKe M TO HE caMo ca KoJjiera-
Ma u3 OmOiMoTeka Beh W ca IpyruM IMpeaMEeTHUM

have included in their subject bibliographies.

So how has digital reference service
impacted the way reference librarians do their
jobs?

Collection Development

As you have just read, collection
development remains an important element of
the digital reference librarian’s job description.
The only difference we are selecting electronic
resources with all the care that we use to give in
selecting print sources. The same standards of
quality,  currency, authority @ and is
appropriateness apply to the databases and
internet sites that you select for your digital
reference collection.. The biggest difference is
that electronic resources, particularly those on
the Web are more volatile or transitory in
nature. Commercial resources also subject to
change such as the number of issues that they
will make available, the addition of a title, the
dropping of a title, the making of some items
available in full text and providing abstracts or
citations for other items. Some of this is due to
costs and what the library can afford and some
of these issues are dependent on individual
publishers. The licensing vendors are aggre-
gators who sign contracts with different
publishers and then develop a series of products
to sell to the different types of libraries. Some
publishers will demand exclusivity of their
product and sign the rights over to only on
vendor or they may decide to go it alone and
libraries who want their publication will need to
sign an individual contract with them. A higher
degree of due diligence is required in signing all
of these contracts. The big problem is if a pu-
blisher changes vendors, the library needs to
decide whether to do without that publication or
sign contract with yet another vendor.

The new digital reference library requires
that the reference librarian spend even more time
doing collection development and this includes
weeding on a far more rigorous level than they have
done in the past. Since the licensed databases are
rapidly changing their interfaces and their content,
librarians are spending more time revisiting these
databases. Librarians are also learning how
important it is to share tips and training techniques
with each other, not just their colleagues in the
library but with other subject specialists. This is
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cTpyumanuma. OBO ce HW3BOAM MPHUCTyHameM
JUCKYCHOHMM JIUCTamMa W TpaxewmeM moMmohu u
pa3MEeHOM OHOT IITO Ce HAy4WJIO O] APYTHUX.

HNudopmanuone yeiayre

O06e30chnBame KBanUTETHE WH(POPMAITHOHE
yCIyre yIajbeHUM  KOPHUCHHIIMMa H3a30B je 3a
uHpopMaTopa IuruTaiHe Oubmuorexe. Panuje cy
KOPHCHUIU TONIA3WiIN y OMOIMOTEKy 1a Ou mocTas-
Jpalld CBOja MUTama, omoryhasajyhu tako uHpop-
MaTopy Aa o0aBu WHPOpPMAIMOHH HHTEpBjy. OBaj
WHTEPBjy je JOMymTao OMONMHOTEeKapy MPIIUKY Ja
onmpenw Kkoju T wuHPOpMaHje je moTpebdaH,
KOJIMKO BPEMEHa KOPHCHHK Mopa Ja IOTPOIIN
TOKOM CBOjUX HCTPaXXHBama, Ka0 W HHUBO IOTOJ-
HOCTH KOjU KOPHCHHK UMa Y IhHXOBOM HM3BOhemy. Y
MPOIIECY HMHTEpBjyHcamba HHPOPMATOp je KOpHc-
HUKY M HEroBUM WHPOPMAlHOHMM IOTpedama
YKa3uBao MOyXXHY MaxXmiby I[IOCTaBJbakbeM HHU3a
OTBOPEHHX JIMCTA MMUTamka, Ka0 U JIUCTA ca YHArpe.
JaTUM OJIrOBOpHMA, M3Mel)y KOjuX KOpMCHHK Oupa
MpaBH OJroBOp, ciayxkehu ce modpum ymehem ciy-
mama, TNokaszyjyhm mpemMa KOpPHUCHHKY TIpemy-
CPETJBUBOCT ¥ 3aMHTEPECOBAHOCT.

TenedoHckn ynmyheH WHGOPMALMOHU YIUT
cieny BehnHOM HCTE eeMeHTe y MOKyIIajuMa JIa ce
onpean uHPOpPMALMOHA MOTpeda OCHM IITO MPUTOM
HEMa TIPeIyCpPEeTJEUBOCTH y3 OoCcMeX HHUTU mpahema
ocobe 70 jemHOr CKylla Marepujaja Kako Ou ce
IIOMOTJIO 'y TIpOHaJaXewmy HHPOpMaNHja WIH
NpyXWJla MHCTPYKIHja Kako Ja KOPUCTU MoceOHe
m3Bope wuH(popMmanuja. I[lpujatan rmac je Beoma
BaXKaH y HacTojamy na ce mohe mo morpedHe
HHpOpMAaIHje KOjy KOPUCHUK JKEIH.

Mogen AWrHTaIHOT WH(POPMALUOHOT OJleJbe-
ma Ou Tpebanmo na WMa aAuruTanHe WH(hOpMaTope
KOjU Cy Ha pacrojiaraimby KOPUCHHIMMA IIPEKO
EJIEKTPOHCKE TOILTE WM Mpu4yaoHuue. To 3Haun na
KOPUCHHMK MOpa jaa jouupa Mecto Ha Web cTtpanu
OoubmmoTeke Ha KojeM mmmie HemTo momyT "IlnTaj
oubmuorekapa" (Ask a Librarian). Ty he xopucHuk
Hahu QopMmyrap KOju je HEONmXolaH 3a TPaKeHe
momohn pamu moOuwjama wHOpMaIrje. buodimo-
TEKapu OJIroBapajy u ymyhyjy ynucuBameM NHTAmba
na Ou TayHO OApeAMSN IMOTpeOHe HHQOpMaluje.
OBa nuTama Cy U Jajbe MOJjeAHAKO Pa3HOBPCHA Kao
Y TIUTamka ca KojuMa HHGOpMAaTop W3JIa3u Ha Kpaj Ha
WHPOPMAIIMOHOM MYJTY: OHA KOja ce OJHOCEe Ha
MECTO HEKe jeIMHMIIE; KPaTKO MUTamke Kao Kao IITO
je "Tpeba Mm nmaTym mpuapyXwBama PymyHuHje
EBporickoj yHHjH"; TmUTame WCTpakuBaya, Ha
npumep, "kako Mory na Hahem wuHpopmanmje o
MMUTPAIAOHO]  TIOTUTHITH CAJl nememeceTnx
ronuHa 19. Beka" wim nmutame 00yke 0 ToMe "Kako
Ja ce U3BeAE CIIOKEHO MpeTpaXuBame y 0azu

done by joining discussion lists and asking for
assistance and sharing what they learned from
others.

Reference Service

Providing quality reference service to
remote users is a challenge to a digital reference
librarian. Previously users came into the library
to ask their questions, allowing a reference
librarian to conduct a reference interview. The
reference interview permitted the librarian the
opportunity to determine what type of
information is needed, how much time the user
has to spend on during their research and the
degree of comfort the user has in doing
research. In the process of conducting the
interview the librarian showed their respect for
the user and his information needs by using a
series of open and closed end questions, using
good listening skills and looking approachable
and showing an interest in the user.

Except for showing approachability by
smiling or accompanying the person to a set of
materials to assist in locating information or
providing instruction on how to use particular
reference sources, a phone reference query followed
most of the same elements in trying to determine the
information needed. A pleasant voice is very
essential to elicit the needed information that the
user wants.

A model for digital reference service is
to have digital reference librarians available to
users via email or chat room. This means the
user must locate a place on the library’s Web
page that says something like “Ask a
Librarian”. It is here where the user will find
the form that is needed to request reference
assistance. Librarians respond by conducting a
reference by typing in questions to determine
the precise information needed. These questions
will still be the same variety of questions that
reference librarians handle at the reference
desk: directional such as where is an item;
quick questions such as I need the date that
Romania joined the EU, a more research
question as how can I locate information on the
immigration policies of the United States in the
1890’s or a training question on how do I do an
advance search on a database like FirstSearch.
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nojaraka kakea je FirstSearch". be3 Busyennux i
3BYYHHX CHTHajla Ha Koje Cy ce HH]opMaTopu y
MPOLUIOCTH OCNAFKAIN Ja MOMOTHY KOPHCHHKY Ja
Mpenu3upa CBoja NHTama WK Aa u3adbepe oJrona-
pajyhe n3Bope 3a KOpHCHHUKa, UHPOPMATOPH ce caja
OCJIarbajy Ha BEIITHHY IMMCMEHOT M3pa)kaBarba pau
M3BIIaYeHha IMOTPEOHUX ITyTOKasa 3a onpehuBame
onrosapajyher mspopa uH(opmanuje. YacoBu TO-
KOM KOjux OWOIMOTEeKapu TMpaTe YIHTe IIyTeM
eNIeKTPOHCKE TIOIITE HaBeleHH cy Ha Web cTpaHH
oubmmoTexe.

JacHo je nma wu3Boheme WMH(pOPMALMOHOT
WHTEpBjya Ha OBaj HAYMH 3axTeBa Jpyradujy
METO/Iy aHTaKOBamka 0co0Jba Ha WHPOPMAMOHOM
NyATy U ga oco0Jjbe Mopa Ja y3uma y o03up HOBe
MeToqie u3BOhema ePEeKTHBHOT MHCMEHOT WH(Op-
ManuoHOT WHTepBjya. OBHe ce [aje HEKOIHKO
npeziora:

o [Mpuctyn  ¢dopmymnapy wuHGPOPMALUOHOT
yInuTHHKa Ha Oubnmoreukoj Web crtpanm mopa
OUTH JIAK;

o AKO KOPHCHHK CTyNa y JUPEKTHH KOHTAKT
ca mojeAMHUM WH(pOpMATOpOM, OBaj he, M3y3eB 3a
BEOMa JEJHOCTaBHO NHTAmbE, IUPEKTHO IHTamke
yIyTuTH Ha (hopMynap MHGOPMAMOHOT YIHTHHKA
om0 ma WHPOPMUIIE KOPUCHHUKA TNIe C€ OH HaJla3H
nunu 1a 06e30e1u IMHK 3a Hera;

o AKo muTama CTHTHY Kaga cy Oubimoreka
w uHbopManonn myatr Ha Web crpaHm 3aTBO-
peHu, moTpedaH je ayTOMaTCKH OATOBOP KOjH Kaxe
ormpuiuke "XBajma 3a Balll EIEKTPOHCKH YIIUT.
Onrosopuhemo Bam y poky ox 24 yaca';

o [TomTo KOpUCTUTE EIEKTPOHCKY MOIUTY U
HE MOXKETe Jia BUAWTE 3HAKOBE HeNarojie M HeCH-
TYpPHOCTH, Ballld OJIrOBOPH MOpajy OWTH mpHja-
TEJHCKU U OTBOpeHHM ja omoryhe maspu aujanor. Ha
eNeKTPOHCKOM (opMyrapy 3aTpaskuTe O KOpHC-
HUKa JIa IPOBEPH CIIEKTPOHCKY ajpecy Kojy je aao,
WM MOXJIa Ja je JBa MyTa yHEece Kao LITO TO paje
Ha MHOTUM KOMEPIIHjaTHIM CTPaHHIIAMa;

. VY BameM 0OpBOM OATOBOPY, IOTBPAMTE
nutame napadpasupajyhu ra u nutajyhu aa nu je to
OHO TITO KOPHUCHHUKY Tpeba M najre OapeM jemaHy
CYrecTHjy WIM JIBE Kao IpPBU TOKyIIaj Ja ce
uHpopmanja 00e30equ. OOjacHUTE 3amTO Cyre-
puIIeTe Te HM3BOpE M 3aKJbyYUTE HCKA30M KOjHM
TpaXuTe jouml HeKe WHdoOpMaImje Koje Ccy Bam
noTpeOHe Kako OM BaM MOTIYHHU]E OJrOBOPHO;

. OxpabpuTe KOPUCHUKA JIa TIOHOBO TIOCTABH
MUTake CBOjUM peyrMa M ako je moryhe na na u
HEKM KOHTEKCT O TOME 3alliTO My je MOTpeOHa Ta

Without the visual or auditory cues that
reference librarians have relied on in the past to
help guide them in framing their questions or
selecting appropriate resources for the user,
librarians rely on written skills to extract the
needed clues in providing appropriate reference
work. The hours that librarians monitor
reference email queries are stated on the
library’s Web site.

Obviously conducting a reference interview
in this manner requires a different method of
staffing the this Web-based reference desk and the
staff must consider new methods to conducting an
effective written reference interview. Here are some
suggestions:

e The reference question form must be
quickly accessed from the library’s Web
page.

e If a user directly contacts an individual
reference librarian, unless it is a very
simple, straightforward question refer them
to the reference question form either
informing where it is located or providing
the link to it.

e If the questions arrive when the library or
the Web-based reference desk is closed an
automated response should be sent saying
something like “Thank you for your electro-
nic question. We will be back to you within
24 hours.”

e Since you are using email and cannot see
signs of wunease or uncertainty, your
responses must be friendly and opened
ended to encourage further dialog. On your
electronic form ask the user to double-check
the email address that he provided, perhaps
on the form ask the email to be typed twice
like many other commercial sites do.

e In your first response, acknowledge the que-
stion by rephrasing it and asking if this is
what the user needs and make at least a sug-
gestion or two as your first attempt to provi-
de information. Provide an explanation of
why you are suggesting these sources and
conclude with a statement asking other type
of information do you need in order to
completely answer your question.

e Encourage your user to phrase their
question again using their words and if
possible to provide some context for why
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uHpopmarja. To Ou Moryio ga OyJe jeTHOCTAaBHO,
Ha mpumep "To Mu je moTpeOHO 3a 3ajarak W3
Hcropuje 203" wmmm "Ped je o HCTpakMBauKOM
MPOjeKTy 3a MOjy Maructapcky te3y". Heku cajroBu
oMmoryhyjy ma ce o3HauuM Ja je ped O IIKOJICKOM
3aJaTKy W, aKO je OJIrOBOP MOTBPJAH, Ja C€ O3HAYU
¥ 3a KOjU pa3pell, a MOTOM Tpeda MUTATH U 32 OIIHC
3ajaTKa.

o EnextpoHcku Qopmynap Moxke Aa MojacHu
Jla je OBaKBO MHUTame MOTPEOHO CTOTa MITO TO HUjE
WHTEPBjy JHIEM y Jinie a n1a he KOHTEKCT moMohm
1a ce 100uje pesieBaHTHU]U OJITOBOP.

. Bamr kao y cmydajy uHTEpBjya JHLEM Yy
JMIE, MOpaTe Ca3HaTH KaKBO j€ CTBApPHO MUTAE /1
Oucte Ha Wera oAroBopwid. J100po OCMUIILIBEHHM
¢dbopmynapom Tpeba na ce moBene A0 coermduy-
HUjUX THTama. Yak HaKo je THTame CyBHUINE
MTUPOKO WIIHM OIIITE, BAYKHO je /1a 00e30eauTe HEeKY
Mally KOJMYMHY MH(popManmje y BalieM OAroBOpY U
Ia 3aTpaXuTe Jajbe pazjammemne. MHbopMaiumja
7oaTa 'y BalleM OJrOBOPY MOJKE Ja MOMOTHE Ja
OHAj KOJH je THTA0, TOCTaBH jolI 00Jbe, TUPEKTHH]E
MUTakE HA KOje OMOIMOTeKap MOXKE J1a OJITOBOPH.

. CnobomHO mMOCTaBUTE AONATHO NHTame, a
aKo OJrOoBOp HHje o momMohW WM ako BaMm je
moTpeOHa JgofaTHa WH(pOpMaIja, 3aMOJIUTE 1a BaM
je ToIIasse eIeKTPOHCKOM IOIITOM jOII jEAHOM.

. [Mokymiajte ga cBenere OOMM E€IEKTPOHCKOT
JOTIMCHBakha HA MUHUMYM. AKO YBHIHTE Ja pEeOB-
HO IIaJbeTe BHIIE IOpYKa Ipe HEro mTo CTe IOT-
MYHO pa3yMeNHd MUTake, aHATN3UPaAjTe H3MEHE KaKo
Oucte TauHO oxapeauau mnpodaem. Ja mu Gopmymnap
M3UCKYyje TIOHOBHO OCMHILbaBame? Jla 1w je
CYBHIIIE CJIO’KEH 32 KoprcHuKe yciyra? Jla nu Bamm
OITrOBOPH HHUCY OJIBUIIE OYradykd W TEIIKH 3a
pazyMmeBame?

. UyBajTe nUCTy NHTaka W MPUNPEMHUTE
JHUCTy Hajuemhe MOcTaB/baHUX MUTama U 00jaBUTE
nx Ha Web crpanm Omm3y Harmuca "Ask-the-
Librarian".

. Nmajre y Bumy nma  TEXHOJOTHja KOjy
KOPHUCHHK KOPUCTH MOXJa HHUje TakO CHaKHA U
noy3faHa Kao OHa y OuOnMoTeykoM cucrtemy. To
MOXKe OHTH y3pOK TpoOieMHMa y TPEHOCY KOjH
YKJBYUYjy CIIOPO OATOBapam-e Wi MPEKUC Be3e.

o Bubnuorpadcka MHCTpYKIMja MyTeM eJeK-
TPOHCKE IOILITe MOXe 1a Oyne BeoMa JyrorpajHa a
aKo MMa TEXHUYKUX TMpoOlieMa y OTBapamy CTpa-
HUIIA KOje TpHKa3yjy Kako ce u3BoIu ojpeheHo
NpeTpaXMBambe, TAKBa WHCTPYKIHja HE MOXe OUTH
ycnemHa. Heke 6nbnmoreke Kpenpajy MpupydHUKE

this information is needed. It could be as
simple as this is for an assignment in
History 203 or this is a research project for
my Master’s thesis. Some sites provide
some hints like class assignment, if yes for
which class, then ask for a description of the
assignment.

Your electronic reference form can explain
that the reason for this question is because
this is not a face-to-face interview and the
context will help to provide a more relevant
answer.

Just as in a face-to-face interview, you need
to find out what the real question is before
answering it. A well-designed form should
elicit more specific reference questions. It is
important that even if the question is too
broad or general, to provide a small amount
of information in your response and ask for
more clarification. The information provi-
ded may help the questioner to ask a better,
more focused question that the librarian can
answer.

Do ask the follow-up question, if this
answer is not helpful or if you need
additional information please e-mail us
again.

Try to minimize the amount of back-to-forth
messaging to a minimum. If you find that
you regularly send multiple messages before
you fully understand the question, analyze
the exchanges to pinpoint the problem. Does
the form need to be redesigned; is it too
complex for the audience that is using the
service? Are your responses too wordy and
hard to understand?

Keep a list of the questions and prepare a
list of frequently asked questions and make
them available on the Web site near your
“Ask-the-Librarian” service.

Recognize that the technology that the user
is using may not be as powerful or reliable
as the library’s system. This can cause
transmission problems including slow
response time or disconnects.

Bibliographic instruction via email can be
very tedious and if there are technical
problems in displaying pages to show how
to conduct a particular search, the
instruction may not be successful. Some
libraries create tutorials with sample Web
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1. [I. ®una: Jururanae undopmarone yciyre: nocsehenocr go mocneamer aaxa?

ca y3opkoMm Beb cTpana 51a mokaxy Kako ce W3BOAU
CTaHAApPIHO MpPETPAXHUBAKE M TPYIUILY CPOAHE
0a3e mojaraka 3ajeTHO YMECTO Ja Ipupene moceOHa
YIIyTCTBA 32 CBaKy 0a3y.

Enextponcka rmomTa HHUje  CaBpIIEHO
pemere Oynyhu nma je wHGOpPMAIIOHU WHTEPB]Y
ACHHXpPOH ® Ja ce 0Oasupa Ha pa3MeHHd
CIIEKTPOHCKUX TOpyKa Koja ce He OojaurpaBa y
peamHOM BpEMEHY M, 3aTO IITO KOPUCHUK MOXKIa
OYCeKyje HeIocpeaH OJrOBOp Ha CBOje¢ MHUTAKmE Kao
mTo OM OYEKHBAO J1a ce Haasu 3a MHPpOpMaIlHOHUM
OyaTOM y OuOIMoTeny... JIpyru KOpUCHUIM Cy TaK
3aJI0BOJBHHU IITO MOTY Jia MOCTaBe MUTAME Kaarojn
YM TIaJHE Ha TaMeT Jamky U HONy U Ja MOTOM paje
Ipyre CTBapud CBE JOK HE CTUTHE OATOBOp Ha
BUXOBO TMHUTame. EJNEKTpOHCKA TMOMITa YHUCTHHY
Tpakn ox OumbmmoTekapa ma TpYyXu oxapeheHuje
OJrOBOpPE y OHHMM CHTyalHjama y Kojuma Ou y
OubMMOoTeNM OHM MOIJIM JAa YIyTe KOPHCHHKA Ha
Heke u3Bope wuH(opmMmarija. bubmuorekapm Boie
CIIEKTPOHCKY TMIOIITY jep UM, 3a pa3iuKy Ol
cuTyauuje 3a MHOOPMALMOHUM ITyJATOM, AOMYIITa
Jla pasMuclie Tipe Hero mro ojroope. Takohe je
JIaKIle yIyTHTH TUTamka OMOIMoTekapuMa KOju Cy
CTpyumaly 3a oapehene o0nacTu 3Hamka UK Pacio-
nenutd mutamba Mehy ocobimem. M KOpuUCHHMK ©
oubmmorekap Tpeda ga Oymy y CTamy Ja TOJEPHUIITY
CJIOBHC I'PCHIKEC U I'paMaTH4YKE OMalIKE CBC Yy LHUJbY
Ia ce Op30 caommTu noTpedHa nHpopManuja.

IMurama

[IpuBaTHOCT je THTame KOje TOCTaje CBE
sHayajHuje. CopTBep KOju OMOIMOTEKA KOPUCTU HE
TpeOa /a 3aapkaBa JUYHE MOJaTKE WM YIHTE KOje
je Heko mocTraBibao. bubnuoreke obehasajy TajHoct
oHIa Kama o00e30ehyjy mHpopMarije 3a mHPOpMa-
OUOHUM MYJATOM Kao INTO M CHCTEMH 32 I03aj-
MJbMBama HE 3a/[piKaBajy CIIMCKOBE KIUTA KOje je
HEKM KOPHUCHUK 4uwTao. Jlurmramna OwuOmmoTeka
Mopa J]a CIPOBOAH UCTE MEpE 3allITUTE.

CBaka 3eMJba UMa CBOj€ 3aKOHCKE MpOIHCE
y BE3H ca ayTOPCKHUM IpaBOM WJIM TIPaBOM Ha
WHTEJICKTyallHy CBOJHHY U OHMOJIIMOTEKE MOpajy Aa
UX ce TpHuIpkaBajy. AKO je Ap)kaBa MOTIHUCHUK
bepuckor cnopaszyma, Oubnmoteka Mopa na ce
HpUIpXKaBa M TIPonHca MehyHapoJHOT ayTOpCKOT
npaBa. To 3Hauu 1a he ce 06aBe3nBaTH Ha CIIOPA3yM
0 JIUIIEHIIaMa Koje Cy OMOIMoTeKa Wi KOH30PIUjyM
moricand. To 3Haum [na OuOIHOTEKa MOXKE
CTaBUTHU Ha CBOjy Web cTpaHy caMo OHe Marepujaje
Ha KOje MMa TPaBo 0 3aKOHY HJIH KOjH Cy Y TOMEHY
jaBHE CBOjHHE.

TexHonoruja he ocTatm Kao W3a30B BUILE
roguHa. Hehe cBU KOpHCHUIIM JUTHTAIHUX HHQOP-
MalMOHUX YyCIyra HMMaTd TEXHOJIOTH]y M TIIOYy3-

pages to show how to do standard search
and group the similar databases together
rather than create separate tutorials for each
database.

While email is not a perfect solution
since the reference interview is asynchronous
and relies on the exchange of email that is not
done in real time and the user may expect an
immediate response to his question as he would
if he was at the reference desk in the library..
Other users are glad to be able to ask the
question when they think of it day or night and
then go on to other things until there is a
response to their question. Email does require
the librarian to provide more specific responses
where in a library they might refer a user to
some resources. Librarians like email because it
allows them time to think before responding
unlike the situation at a reference desk. It is also
easier to refer questions to librarians who have
a particular expertise or to more evenly
distribute the questions among the staff. Both
the user and the librarian need to be able to
tolerate typos and imperfect grammar in order
to quickly communicate the needed infor-
mation.

Issues

Privacy is an issue that is becoming more
and more important. The software that a library uses
should not retain personal information or the queries
that a person has sent. Libraries have also promise
confidentially when they provide reference service
at the reference desk and the circulation systems do
not retain a list of the books a user has read.The
digital reference library must provide the same
safeguards.

Copyright or intellectual property rights
each country has their own intellectual property
regulations and libraries must follow them. If
the country is a signatory of the Berne
agreement, they must also uphold the
international copyright regulations. This means
obeying the licensing agreements that your
library or consortium has signed. This means
posting on your Web site only the materials to
which you have a legal right to or that are in the
public domain.

Technology will remain a challenge for
several years. Not all the users of your digital
reference service will have the same level of
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I II. ®una: dururanae nHpOpMannoHe yciayre: mocBeheHOCT 10 Mocieamher naxa?

JAHOCT Ha WCTOM HUBOY. bubmmoreka Tpeba ma
HaJIJIea CBOj CUCTEM paJll OCUTYpama MPUCTYII-
HOCTH W na oxapeljyje mmaH ompkaBama. He Tpeda
nperepuBatu y obehamuma Bezanum 3a MoryhHOCTH
npuctyna OWOJMOTEYKUM KaTajlo3uma u Oa3zama
nonataka. Tpeba jacHO HaBeCTH KOjU THUII OTIpEME je
KOPUCHUKY TOTpeOaH na OW YCIENIHO IPHCTYIAo0
HHPOPMAIHjH U TIPEYy3UMao je.

Byayhnoct

Hurutamao wuwHpOpMHcame he ocratu
HOpUCYTHO anu he y meMy HoJIa3uTh 10 MPOMEHa.
Kako xopucHuim wuMajy cBe O0Jby oIpemy,
npuyaoHuile he Mohm na ce xKopucTe 3a U3BOheHmE
WHTEpBjya y peatHOM BpeMeHy. OBuM he ce mooutu
ocehaj HEMOCPEIHOCTH Y OJroBapamy Ha I0jeanHa-
YHHU 3aXTeB 3a MHpopManujama. To U najbe Tpaxu
YKylaBambe TEKCTa W OHONMOTEKap M KOPUCHUK
Mopahe ma m3nmasze Ha Kpaj MPABONMCHUM W Tpama-
THYKHUM rpemkama. OBo je JaleKko JIAKIIA HaYHH 32
o0e30ehuBame OubnMorpadcke WHCTpyKIHje Oymy-
hu na ce Mokere Jlako Be3aTH 3a HEKH H3BOP
nHpOpMaIja, MoKa3aTH ra KOPUCHHKY, Ka0 U TO
Kako ce oH kopHucTtd. Buneo kamepe CU-SeeMe,
3axBaJbyjyhu KOjEMa ce CarOBOPHHIIN BUJIE, ITOCTA]y
cBe kopumrheHWje W Heke OmbOmmoTeke Beh cThdy
UCKycTBa KopucTehH ux 3a Boheme BHU3YeNHOT WH-
(opManMOHOT MHTEPBjya Y PEaTHOM BpEMEHY, JIOK
npyre kopucte NetMeeting. OBH CHCTEMH TOITyIII-
Tajy OuOIMoTeKkapy na J00Wje U3BECHY BH3YCIHY
npeacTaBy W J1a y3 TO M3BEIE M CTBApHU Pa3rOBOD
yxkuB0. Jlpyre Ombmmoreke Ay W Jajbe M YCIIO-
CTaBJbajy BUJCO KOH(EPEHIHje TaKo Ja MOTy Ja
00e30eze u cecuje oOyke 3a KopUIIheme eIeKTPOH-
ckux n3Bopa. CBe OBO HM3HCKYje HANpEIHy TEXHO-
JOTHjy W MOXE C€ JIECHTH Jja Ha HEKUM MEeCTHMa,
yAaJbeHH OMONIMOTEYKH KOPUCHUK HMMa jak padyHap
amM Ja WIaK HeMa Be3e ca LIMPOKOINOjaCHUM
onceroM. OBO yTHYEe HAa HHBO YyCIyra KOjH
OoubnroTeka MoXe na npyxu. bubdnauoreka Tpeba aa
3Ha KOJU HHUBO padyHapcKe TEXHOJIOTHje U
MHCMEHOCTH MMajy HeHH TJIAaBHU KOPUCHUIN KaKO
Ou ocMUCTIHIIA IENIOTBOPHE YCITyTe.

Bupryenne pedepasnne 6udamnorexe

CrBapame (YyHKIMOHATHUX BHPTYaTHHX
pedepeHcHUX OnOMMoOTEKa je cam y (a3u TeCTH-
pama. To wmW3rimema oBako: jemHa OMOMMOTEKa Ha
uctoky CAJl cknama cropasyMm ca jenHoM OuOmu-
OTEKOM Ha 3aIagHoj 00au, jeAHOM OHOIHMOTEKOM Y
Asmju u jemaoMm y EBpornn. KopucHuk koju mocraBu
nutame ao00uhe HIuUpeKTaH oOJroBop oj Oubmu-
orekapa 0e3 003upa Ha Bpeme. AKO je KOPUCHHKY
nmorpebHa crenududHa uHbOpMAIMja y Be3U ca
reorpad)CKy  CHCIU(PUUHUM jEeAMHUIIAMA, FHETOB

technology or reliability. The library needs to
monitor their system for accessibility and
determine maintenance schedules. Do not over
promise the accessibility of your catalog and
databases. Be clear as to the type of equipment the
user needs to successfully access and download
information.

The Future

Digital reference work is here to stay
but there will be changes. As users acquire
better equipment chat rooms can be used to
conduct real-time interviews. This will provide
a sense of immediacy in responding to an
individual request for information. It still
requires typing and both the librarian and the
user need to deal with typos and lapses in
grammar. This is a far easier way to provide
bibliographic instruction because you can
quickly link to a resource and show the user the
resource and how to use it. CU-SeeMe video
cameras are becoming more prevalent and some
libraries are experiencing with using them to
conduct a real-time visual reference interview,
others use NetMeeting. This allows the librarian
to get some visual clues and in addition to carry
out a real live conversation. Other libraries are
going even further to setting up video
conferencing so that they can provide training
sessions in using the electronic resources.
These all require sophisticated technology and
in some places, the remote library user may
have a powerful computer but they do not have
access to broadband connections. This impacts
what level of service a library can provide. The
library needs to know what level of computer
technology and literacy their primary users have
in order to design effective services.

Virtual Reference Libraries

Creating functional virtual reference
libraries now being tested. What this looks like
is a library in the eastern United States enters
into an agreement with a library on the west
coast, another library in Asia and another in
Europe. The user when he asks a question will
get an immediate response from a librarian
regardless of the time. If the user needs specific
information on a geographic specific items, his
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1. [I. ®una: Jururanae undopmarone yciyre: nocsehenocr g0 nocneamer aaxa?

3axteB he Outu mpocnehen oarosapajyhoj 6ubmmo-
Teny a oH he OuTH 00aBelIeTEeH O TOME HEKOJIUKO
gacoBa Ipe Hero mTo he ctuhu mupexTaH oaroBop.

YoueHH cy HW3BECHH HpOOIEMH KOjH ce
OZIHOCE Ha TEXHOJIOTHjy M JMHTBUCTHKY. [lomro ce
yYBOZE OBaKBHM CEpBHCH, OHONIHMOTEKE MOpajy Aa
OyIdy BeoMma MaxkJbMBE Ja He Tperepyjy y obeha-
BHMa KOje yCIIyTe pealHo MOTy J1a OCTBape.

Jla 6u ce OwiIo y TOKy ca OHHM IITa CE
noraha y CBETy AUTUTAIHUX M BUPTYETHHUX HHQOP-
Malgja, TOTPeOHO je pPEemoBHO MocehwBaTH cajT
www.vrd.org. OBaj cajT hie BaM yka3uBaTu Ha Haj-
HOBHMjU pa3Boj ycimyra tuma "AskA", Ha uHOOp-
MaIje o copTBepy U MOAPIUIIH 332 O0YKY, Kao M Ha
MyOJIMKamyje ca TOM TeMOM. 3a CBAaKOJHEBHO WH-
(dopMHcame MPETIUIATHTE ce Ha JUCKYCHOHY JIUCTY
DIG REF. Beh camuM uutameM mopyka y HOj
Ouhere y TOKy ca aKTyeJIHHM IMPAKTHYHUM ITHTa-
wuMa. bepuu CioyH, cTapuju KOHCYNTAaHT 3a Ou-
OnmmoTeuke W WHQOPMAIMOHE CHUCTEME YHHBEp-
suteta  MnmHouc opxaBa  Ha  CTpPaHH
http://www lis.uiuc.edu/~b-sloan/digref.html nwmcty
YjaHaka W TeKyhe akTHMBHOCTH KOje Ce OJHOCE Ha
JTUTUTAIHO HH(OpMHCamE.

3AK/JbYYAK

Y OBOM HOBOM CBE YMPEXEHHUJEM OKpYKEHY
Koje ce yBehaBa, cBe Behe TpomikoBe 3a HM3BOpE
nHpopManja U cBe Behe 3axTeBe KOpPUCHHKA
HUjeqHa OMOITMOTEeKa He OM MoTJja cama Ja ToHece.
Caka OnMONMOTEKa YHyTap KOH3OPIMjyMa Mopa na
ce MOHAaIla y CKIaay ca JOroBOpOM, Mopa J1a
00e30enn cBOj Je0 pecypca M J1a MMa TOJUTHKY
yckinaljeHy ca apyruMm OuOnmoTekama Tako Ja
HBUXOBH KOPUCHUIIM MOTY UMaTH KOPHCTH.

Jururande u BHUPTyelHe OMOIMOTEKE HE

3Haue Kpaj 3a Oubmmoreke ©W OMOIMOTEKape.
Hanporus, one he omoryhuru cBojum O6uGIMoTeKa-
puMa Jga mpyXkajy MHOro Oosbe HH(OpMAIHOHE
yciyre TOKoMm 24 yaca JHEBHO, Kao W Jia MOCTaHy
AKTHBHM WIAHOBH CBETCKE 3ajeqHHIle HH(pOpMa-
LUOHUX eKcIiepara.

request will be forwarded to that library and he
will be informed it maybe a few hours before
there will be an immediate response.

Some problems that have been noted are
problems dealing with technology and linguistics.
As services like this are introduced, libraries must
be very careful about over promising what can be
realistically delivered.

To stay current with what is happening
in the digital and virtual reference world
regularly visit www.vrd.org, this site will
provide you with the latest developments in the
“AskA” services, information on software and
training support and publications on the topic.
For daily information subscribe to the
DIG REF discussion list, just reading the
messages will keep you current with current
practical matters. Bernie Sloan, Senior Library
Information Systems Consultant at the
University of Illinois maintains a list of articles
and current digital reference activities at
http://www.lis.uiuc.edu/~b-sloan/digref.html.

CONCLUSION

In this new increasingly networked
environment, the increasing costs of resources,
and the demands of our users no library can
afford stand-alone. Each library within a
consortium must be good citizens and provide
their fair share of resources and have policies
that emulate the other libraries so their users
can take advantage of them.

Digital reference libraries and virtual refe-
rence libraries do not mean the end to libraries and
librarians. The opposite is true. Digital reference lib-
raries and virtual reference libraries are going to al-
low their reference librarians to provide enhanced
reference service 24/7 and to become active mem-
bers of a worldwide community of reference ex-
perts.

Tekct npesena Mmp Musnena Matuh, YHuBep3uteTcka oubnmmoreka "Cero3ap Mapkosuh'".
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