=2 Overview

Que s t io n POi n tm Last updated: 2009 February 16

Purpose of this guide

This guide helps you start to use QuestionPoint:

e |t provides information about key concepts, features and tools.
e |t describes how QuestionPoint enhances your library’s reference service and helps you do your work.

Your library may use all the QuestionPoint tools or only those that support its current needs. You can implement other
tools as new needs arise.

Figures included

The table of contents indicates the sections of this guide in which figures (screen shots) are included.
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Key QuestionPoint concepts

Reference Management Service
The Reference Management Service is one of the two elements of QuestionPoint.

It provides the tools for:
e Communicating with patrons in a virtual environment
e Managing your library’s reference service

All libraries that participate in QuestionPoint use some or all of the tools in the Reference Management Service.
The tools help your library:

Interact with patrons at their point of need. Your library can:

e Receive questions through a web form on its web site and answer them through e-mail.
e Receive and answer patrons’ questions through chat, co-browsing, and the Qwidget (QuestionPoint widget).
e Record and follow up on questions received through e-mail, telephone, fax, or at the reference desk.

Cooperate with colleagues locally, statewide, globally. You can collaborate with colleagues in:

e Your library and institution

e Local, statewide and regional groups of libraries

e The Global Reference Network

Build shared resources and experiences. Your library can share the results of its reference activities through:

e Alocal knowledge base

e The Global knowledge base

Manage, evaluate and improve reference service. Your library can manage its reference service through tools such as:

e Account management e Statistical reports, quality control reports, and transcripts
e Customization e Patron surveys

24/7 Reference Cooperative

The 24/7 Reference Cooperative is the other element of QuestionPoint. Many QuestionPoint libraries choose to
participate in the Cooperative. Working together, the participants provide round-the-clock reference coverage for their
patrons and bolster reference service when and where it is needed most. Each library in the Cooperative contributes part
of its time in order to receive complete coverage, 24 hours a day, seven days a week, including holidays. Cooperating
librarians and contracted back-up staff assist in providing coverage during peak and off hours. Participants may also refer
guestions to the Cooperative’s subject-matter experts.

For more information about the Cooperative, visit the QuestionPoint Wiki at http://wiki.questionpoint.org/

Global Reference Network

The Global Reference Network (GRN) is one of the collaborative tools in the Reference Management Service. The GRN,
established by the Library of Congress, is a worldwide system of libraries that route questions and answers to each other
based on profiles of expertise. Your library may refer questions to the GRN and answer questions for it. To participate in

the GRN, your library completes a profile describing its resources and expertise. The GRN also helps build and maintain

the Global Knowledge Base of previously asked and answered reference questions.

Policy Pages

Policy Pages are another collaborative tool in the Reference Management Service. A Policy Page contains information
that a library provides about itself and its policies. When chatting with a patron, any librarian can easily view the Policy
Page of the patron's library to help answer the patron's questions.

Policy Pages are particularly important to the 24/7 Reference Cooperative. Each library that participates in the
Cooperative must provide its Policy Page information and keep it up to date.
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Base Management Environment (BME)

The Base Management Environment (BME) is a feature of a library’s QuestionPoint subscription. The BME covers access
to the entire suite of tools in the Reference Management Service, including e-mail management, question forms, chat
forms, Qwidget (QuestionPoint widget), walk up/phone reference tracking and followup, chat reference and followup,
scripted messages, a local knowledge base, access to the Global knowledge base, and access to the Global Reference
Network (GRN).

Some libraries elect to have their own BME so they have sole use of the Reference Management Service tools.

Other libraries share a BME as part of a group. They share the tools and the fee for the tools. They work together in a
shared chat queue to provide chat coverage. They can share followup duties, or each library can followup on its own
patrons’ questions. They collaborate on a shared local knowledge base. The group administrator uses reports and
statistics of group activities to monitor and manage the group.

Service Unit Profile (SUP)

The Service Unit Profile (SUP) is another feature of a QuestionPoint subscription. The SUP covers the identification of a
library as a discrete, reference work unit. Each library or work unit that has an SUP has access to its own questions, chat
transcripts, reports and statistics, policy information, librarian accounts, scripted messages, e-mail messages, question
forms, chat forms, etc.

Each BME has one or more SUPs associated with it. If a library has its own BME, that BME has one SUP associated with
it. If a group of libraries shares a BME, that BME has multiple SUPs associated with it.

Some individual libraries choose to have more than one SUP in order to access separate reports and statistics for areas
such as branch libraries, teen websites, campus libraries, academic department libraries, languages served, etc.

For the 24/7 Reference Cooperative, each library that has its own catalog or website must have at least one SUP.
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QuestionPoint system and websites

This section summarizes the components of the QuestionPoint system and related websites.

For librarians and administrators

QuestionPoint system

The QuestionPoint system contains the following components for librarians and administrators:

Component

Why use it?

My QuestionPoint page
(in the Home module)

Jump to frequently used places in the QuestionPoint system.

Launch the chat monitor.

Manage your personal account.

Read system-wide and local announcements.

Locate information and resources.

View statistical reports for yourself, your library, your group, all of QuestionPoint.

Chat monitor

Monitor chat requests.
Chat/co-browse with patrons.
Indicate when followup is needed.

Ask a Librarian module

Access current questions and chat transcripts.

Assign questions to librarians (administrators only).

Send answers for questions received by your library.

Follow up on chat and Qwidget sessions.

Record/answer questions received via telephone, walk-up, e-mail, or fax.

Refer questions and chat transcripts to subject-matter experts or other libraries.
Set up scripts and URLSs for use when chatting or answering questions.

View patron survey responses.

Close questions and chat transcripts to indicate that work on them is complete.
Review transcripts and questions to provide quality control (administrators only).
View archived questions and chat transcripts in your library’s Service History.

Knowledge Base (KB) module

Search KBs for information to answer patrons’ questions.
Add records to the Global KB or a local KB.
Edit and activate KB records to make them searchable.

Administration module
(administrators only)

Manage librarian accounts for your library or group.
Customize patron forms and communications with patrons.
Create patron surveys and view survey reports.

Profile module

Provide or view library profile information.
Provide or view library Policy Pages.
Search for referral partners.

Websites

The following websites support your QuestionPoint activities:

Component

Why use it?

QuestionPoint website at
http://www.questionpoint.org/

Access implementation materials, online help and documentation (Support page).
Use training materials and learn about training sessions (Training page).
Access the logon page for QuestionPoint (Librarian/Patron logon links).

QuestionPoint Wiki at
http://wiki.questionpoint.org/

Access reference policies, guidelines, and best practices.
Read and contribute information for the QuestionPoint community.

OCLC website at
http://www.oclc.org/questionpoint/

Access information for prospective QuestionPoint members (QuestionPoint
page).

QuestionPoint blog at
http://questionpoint.blogs.com/

Read and comment on news about the QuestionPoint service and community.

QuestionPoint
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For patrons

QuestionPoint system

The QuestionPoint system contains the following components for patrons.

Component Why patrons use it?

Chat request form/Qwidget e Start a chat session with a librarian

Chat window/Qwidget e Chat with a librarian

E-mail question form e Submit a question for a library to answer via e-mail

E-mail messages from QuestionPoint e Read answers or chat transcripts

Patron interface/account e Review their questions, answers and chat transcripts.
Public-access KB e Search Global KB records or local KB records marked for public access.
Notes:

e Click Patron Logon on the QuestionPoint website to go to the Patron Logon page for the Patron interface/account.
(You need a QuestionPoint patron account to access the interface. You receive a free QuestionPoint patron account
by e-mail the first time you submit a question through a web form or chat with a librarian.)

e Click Search KB on the Patron Logon page to go to the Basic Search page for the public-access Global KB. Anyone
can search it; no account is needed.

e Click Terms of Service on the Patron Logon page to see the terms and conditions governing use of QuestionPoint-
facilitated communication with a library and possible disposition of the question and answer text.

Your library’s website

Your library’s website supports your reference service for patrons.

Component Why patrons use it?

Reference service page e |Learn about reference hours and methods.
e Chat with a librarian (if offered by your library).
e Submit a question through a web form (if offered by your library).
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Question form for questions to be answered via e-mail (figures included

Your library can place a question form on its website so patrons can submit questions at any time. You send answers to
these questions via e-mail from QuestionPoint. QuestionPoint also provides tools that let your library cooperate with other
libraries so others can answer your patrons’ questions when your library is not available.

Patron submits question

A patron submits a question on the question form. QuestionPoint acknowledges the question, adds it to your library’s new
guestions in the Ask a Librarian (Ask) module, and sends an e-mail message to notify your library of the new question. A
librarian can respond immediately if available when the question arrives. Otherwise, a librarian responds when available.

Here is a sample question form. Your library can customize the look of the form and the fields that it includes.

,f_:; Patron - Windows Internet Explorer B SHARIMNG
T

Ay |g, http:,l',l’www.questionpoint.org,l'crs,l'servlet,l’org.oclc.admin.BuiIdFormj || X IGoogle

e
99 4 @ratron 3~ B - o= - sbPage - (0 Took - 7

Ask a question or send a comment

Please fill out the following information and click the Submit Question button to send us your question.

Please enter your question information below

Name

* E-mail

* Confirm e-mail

* Question

Deadline?

I-- Select One — 'l

Reason for Research?

I-- Select One — 'l

Clicking "Submit Question" means you agree to the Service Terms

* Required Fields Submit Question| Reset Fonnll

Choose Languages: English | Erancais | Espafiol

Instructions for preparing and customizing your library’s QuestionPoint forms are available in online Help at:
http://www.questionpoint.org/crs/html/help/en/admin/ad_forms.html
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Librarian sends answer

The figure below shows an answer that a librarian is preparing on the Answer Question page in the Ask a Librarian
module. When the librarian clicks the Send Answer button, QuestionPoint sends the answer to the patron’s e-malil
address and records the answer in the Ask a Librarian module.

nswer Question

= search KB

to: Elinor Dashwood <dashel@myrmail come
Question: [1774737] What have been the greatest accomplishments of the GB? [Full Question View]

ANSWERH | f0nd several sources by searching on Google for G3 (]

accormplishments,

= A July 8, 2005 fact sheet on the White House web site:
http: ffenaen whitehouse. gov/news,releases/2005/07,/20050708-1 . html

- The Council on Foreign Relations site has several items:
http: Afvewew . cfr.orgd

- The 58 Reseach Group at the University of Toronto and the
University of Toronto Library have a GB Information Centre web site:
http: /fwww.ggl

=
Scripts|. Select Personal Script - | € |- Select Institution Script — »| € |- Select BME Seript -- =| &
Attachment 1| Browse. . |
Attachment 2| Browse... |
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Chat (figures included

Your library can place a form on its website so a patron can request a chat session with a librarian in order to receive
assistance in real time. QuestionPoint provides tools that let your library cooperate with other libraries so others can chat
with your patrons when your library is not available. In addition, your library can provide reference services around the
clock by participating in the 24/7 Reference Cooperative.

How Chat works
1 A patron submits a request for a chat session.

2 The patron sees a message that indicates the patron is being connected to a librarian and invites the patron to
provide more information about the question.
Note: If no librarian is monitoring requests, the patron sees a message that indicates chat is not currently available
and refers the patron to other resources.

3 Alibrarian accepts the request and is connected to the patron. (If multiple librarians are monitoring the chat queue,
the first one to accept the request is connected to the patron.)

The librarian and patron chat.

When the chat session ends:

e The librarian selects a resolution code so the transcript receives appropriate followup in the Ask a Librarian
module after the session.

e QuestionPoint sends the chat transcript to the patron’s e-mail address and adds it to your library’s current
guestions in the Ask a Librarian module.

QuestionPoint chat methods

Your library may use one or more of these methods:

e Chat. An ADA-compliant patron chat window lets librarians chat with patrons and send URLs that open in a separate
browser window when patrons click on them.

e Chat with Viewport and Cobrowse check. The primary QuestionPoint chat method offers chat, lightweight co-
browsing, page pushing, and librarian-to-librarian communication.

e Qwidget (QuestionPoint widget). A lightweight, Meebo-Me-like, chat window that libraries can embed throughout
their library Web pages and elsewhere.

More information about chat

e For policies, guidelines, and best practices, go to the QuestionPoint Wiki:
http://wiki.questionpoint.org/

e For documentation, go to the Documentation page:
http://www.questionpoint.org/support/documentation/gettingstarted/

e For training resources, go to the Training page:
http://www.questionpoint.org/education/

e For instructions for preparing and customizing your library’s forms, go to online Help:
http://iwww.questionpoint.org/crs/html/help/en/admin/ad_forms.html

QuestionPoint Page 8 of 23 Overview


http://wiki.questionpoint.org/
http://www.questionpoint.org/support/documentation/gettingstarted/
http://www.questionpoint.org/education/
http://www.questionpoint.org/crs/html/help/en/admin/ad_forms.html

Chat request

Here is a sample chat request form. If your library is part of a group, it works with its group/BME administrator to create its
forms. The forms are hosted at OCLC. QuestionPoint provides URLSs for the forms. Your library uses the URLSs to link to

the forms from its website.

——

{-? *‘1":]':-? {_éPatron | |

|g http:,l’,l’www.questionpoint.org,l’crs,l’servlet,l’org.oclc.admin.BuiIdForm;jsessionid=32?E934CF8A99FDD6Ej 2 (| X IGoogIe

e

fii - B) - & - [=rPage - G Tooks + 7

e

% QuestionPoint Chat with a Librarian

Welcome to Live Online Reference.

Please enter the information requested on the right hand side of your browser
window.

+ The 'Email Address' field is a recommended field. At the conclusion of
the session, a complete transcript, including all chat and links to Web
sites visited will be emailed to you. If you do not have an email address, or
do not wish to have a transcript sent to you, you may leave that field blank.

« [f you are using Internet Explorer or Firefox . and have "session
cookies" enabled in your browser, the librarian should be able to take you
to various Web sites to show you the answers. We will be able to "chat”
with you in real time and send you Web pages via your browser during the
session.

« If you have a software firewall enabled, such as Norton Internet
Security, you may not be able to see chat from the librarian after you
connect. If you experience such a problem, please exit the service, and, if
you wish to reconnect, either disable the firewall before you return, or
check these instructions on how to configure it to work with our service .
Remember to re-enable the firewall after the session is overl
If you do not want to disable the firewall, you may be unable to see
the librarian’s chat and vice versa, so, please try to be as thorough as
possible when asking your question, and be sure to include your email
address, because the librarian will not be able to chat with you. You will
receive an email response within 10 minutes of termination of the session
containing either the answer, or a request for more information in order to
answer the question.

Opera, AOL's browser, and WebTV are not supported.

If you use Windows XP and have Service Pack 2 installed, you must
configure it to work with our software in order to chat with the librarian.
Please check these instructions.

If you are a MAC user we will be able to send you web pages. but you will
not be able to take us to other websites during the session.

[ ]

Please fill out the following information and click
the Connect button to begin chatting.

Please enter your information below
MName

* E-mail

* Confirm e-mail

Status
I-- Select One — 'l
* Question

How did you Hear About Us?
— Select One — j

Thank you for using our service

Clicking "Connect" means you agree to
the Service Terms

* Required Fields Connect| Reset Folm"
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Qwidget request

Here is a Qwidget embedded on a library Web page.

/2 ask a Librarian [Harold Hill Tomorrow] - Windows Internet Explorer

=101 |

GT\;?# - IE hitkps} e, oclc,orgfquestionpoint/demolibr ary/askalibrarian.htm

W ggl '| (& fisk a Librarian [Harold,.. X | /€ QuestionPaink Logon

| € QuestionPaint Logon

[ ) oo

| |@v-@v@-p_agev@m_n|sv i

(o]

Sory, we are away from the desk at
present. Please email or use this chat
llink

Ask a Librarian

Chat with Us Live

2 ways!
Enter your email address
24 hours a day, 7
our Question/Message days TR
All
browser
versions
and |Chat
operating | with

Email
A Librarian

L’

Send Us @
Questions

En

Francais

En

Espaanol

24 hours a day, T
days a week.
(menitored only when
library is open)

Our Ask a Librarian service allows you to ask questions and receive answers in a
option most convenient for you.

Call The
Librarian

Call Us

10 am - 9 pm,
Maonday-Friday
10 am - 6 pm,
Saturday
12 noon - 5 pm,
Sunday

(614) 555.2302

=

our Question/Meszage

QuestionPoint

Page 10 of 23

Overview



Chat session in progress

The sample chat monitor below shows a chat session in progress from the librarian side. The librarian uses the chat
monitor to respond whether the patron is using chat or the Qwidget. The librarian can click the Policies link to view the

Policy Page for the patron’s library.

- QuestionPoint - Windows Internet Explorer - IEllll

+ Chat Monitor - QuestionPoint

I = http:,l’;’www.questlnnpnlnt.nrgjcrs)’serv\et;‘nrg.nclc.chat.FIashAgentMnnlmr;]ssj 4| X IGnngIa 2~

| ]’-’th - (e + |-k Page ~ {Cf Tools ~

QuestionPoint’

Thornas du Millier (L00247242)

15:37:11 2009/01/16 Queues (1) Settings Help Logout

Monitoring: Live Queues

phatography.

Patront Joe (joe@connect org)

Patron's Library: Biblisth&que Ernile Dansereau
Queue: BIBLIOTEQUE EMILE DANSEREAU

IF Address: 132,174,139, 30

Referar:

Question: [4122454] I need resources on Civil War

Patron Chat 1M (0)

Queues Joe

Mew (0) My Active (1) All (o Librarians (1) Question: Chat Transcript: [ need resources on Civil War
photography.

B DansereauTomD: Hote: Patron's screen name: Joe
Babon = BabonisiLastliie==s DansereauTomD: Librarian 'DansersauTomD' has joined the

g ( )lce 15134105 2009/01 15:35 My facus is ph session.
DansereauTomD: Hello, I zm reading your question,
Joe: 0K thanks,
DansereauTomD: Please tell me more about the kind of
information you need.
Joe: My facus is photas of regular soldiers and the tachniques
used for thermn.

= DansereauTomD: I'll send you a page to lock at

Tools DansereauTomD:

http:ifmermory. loc gow'learn/features/timeling/ civilwar/ soldiers/p
Joe hotos. htrnl
Info Scripts URLs Motes

http 1 www, questionpoint. orgf crsf servlet/ org. odle admin. BuildF
ormmijsessionid=327E934CFBASIFODEBLBAG4AI149CD4678pag
e=frame&bypass=truedinstitution=100958type=28language=1 [+ | G ) | | | End Sessi |

[~

|D|:|r|e

[T [ [ [ mteme

0% v

Here is the patron side of the session with the patron using Chat with a Viewport.

8

5% 4 @ Patron Chat [Ask A Librarian]

- Iti http:waw.uuestlunpu\nt‘Drg,i:rsfssrvlstﬂurg.u:\c‘:hat‘ChentChatFramss}]sssslun\d=D3A1IBC57DCEj 2| X IGuDgIe P

| | Ty v B - oish o+ irpage - iTosk - 7

Hello, Joe (joe@connect.org)

Chat Transcript: I need resources on Civil War
photography.

DansereauTomD: Librarian 'DansereauTomD' has
joined the session.

DansereauTomD: Hello, I am reading your
question.

Joe: OK thanks.

DansereauTomD: Please tell me more about the
kind of information you need.

Joe: My focus is photos of regular soldiers and
the technigues used for them.

DansereauTomD: I'll send you a page to look at.
DansereauTomD:

http: //memory.loc.qgov/learn/features /ti
meline/civilwar/soldiers/photos.html

Newest Message

DansereauTomD: Is this page helpful?

Compose message and send to librarian:

|
|

Preferences | Help | Exit Chat

Send

The Library of Congress =1

features & aclivi

The Leamning Page, ...
h 4

VI RVYATIATIO IR ECONS LENCUH OIS O = 8 v i}
Civil War Soldiers' Stories

home

Photographs of Civil War Soldiers o=

Soldiering in the Federal and Confederate armies entailed much more than
fighting battles with the enemy. Civil War soldiers had to deal with long
periods of boredom, espacially when the armies went info winfer quarters.
Soldiers played cards and dominoes and found many other ways to amuse
themselves. Civil War soldiers also had to deal with sometimes meager and
always boring army rations. Soldiers could supplement their army fare by
buying food stuffs and other goods--including fobacce and alcohol--from
the many sutlers [peddlers] who followed the armies. When their units
finally went info action, soldiers experienced extramely high rates of
casualties. This was so despite the great improvements in the care of
wounded soldiers, partly the work of the U.S. Sanitary Commission.

For a larger version of the images below, click on the photographs. Click on the
text to view bibliographical records. View additional images from Crvil War
Photographs, 1861-1865. Use vour browser's Back Button to return to this
pomt.

[+]

FEEDBACK

QuestionPoint
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Policy page

Here is the top of a Policy Page that provides information about a patron’s library and its policies.

Pali

Group Member Policies

Heartland University Library

Hearland University Library

Alert:Closed Sundays

Home Page URL: http:/ifwww . bul. edu

Web Catalog URL: http: /fwww hulcatalog.ed

Reference E-mail Contact: wiljo@hul.edu
Policy Page E-mail Contact: willjio@hul. edu
Library Card Number: 55555555555

Pin MNumber: 77777

Phone
{614) 555-5555

Hours

Monday, Tuesday, Thursday: 9 -9
Wednesday: 9 - 6

Friday and Saturday: 9 - §

Chat transcript status

At the end of a chat session, the librarian selects a resolution code so the transcript can receive appropriate followup in
the Ask a Librarian module. At the bottom of the figure below, the librarian has selected “Followup By Me” so the chat

transcript will be placed with the librarian’s other questions and chat transcripts needing action and attention.

The librarian may also select up to 4 descriptive codes (Add Description) to categorize a session for statistical and
planning purposes. Available codes include circulation, homework, medical, research, and others. Each library decides
whether to use the codes and how to use them. If a library uses descriptive codes, it should use them only for its own
patrons. Librarians answering questions for other libraries’ patrons should not select descriptive codes because the codes
may be used differently by each library.

End Session
Select Resolution
Joe |
ivilwar/zoldiers/phatos, htral | aelect Reeolition
DansereauTomD: Is thiz page helpful? | Answered
Joe: ves thanks!
DansereauTomD: May I zend more like that Followup By Me
‘wou your ermail address later today? Followup By Patran's Library
Joe: ves, please,
DansereauTomD: Thank you for using our Lost Call Add |
reference zarvices, Please take a few minutes Bk g _—
and cornplete the survey for us, vou should = "l
find a link at the top of your transcript, -
DansereauTomD: Librarian ended chat session, ||
-
Info
Add Description
Question: [4122454] I need resources on Civil | & L = = |
War photagraphy. a | Send Librarian Note |
Patron: Joe (joe@connedck arg) - Send Patron Note
Bl | | |
Chat Session Ended lose
B

QuestionPoint
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Question lists (figures included

You can access your library’s current questions and completed chat transcripts through the question lists in the Ask a
Librarian (Ask) module.

Symbols in question lists and Full Questions

Symbols that show the status of questions and chat transcripts

The following symbols are used in question lists and Full Questions to show the status of questions and chat transcripts.

2 New: Questions or chat transcripts that need action by you or your library

9- Pending: Questions or chat transcripts that need action by any of the following:

e Patrons whom your library asked to clarify a question
e Alibrary or subject-matter expert to whom your library referred a question or transcript

EF | Answered: Questions or chat transcripts for which an answer has been sent to the patron

[ | Closed: Questions or chat transcripts that a librarian or patron has closed because work on them is complete

Symbols that identify referred questions and chat transcripts

The following symbols are used in question lists and Full Questions to identify referred questions and chat transcripts.
If a question or transcript has none of these symbols, your library served its own patron without assistance.

Question or transcript referred by your library; or chat request for your library’s patron picked up by another library

Question or transcript referred to your library; or chat request for another library’s patron picked up by your library

The Global Reference Network assisted in the referral process

Question or transcript referred by your library to an e-mail partner (an outside source who does not have a
QuestionPoint account)

B | 1| e |2

Reply received from an e-mail partner

Question list tabs

The question lists are located under two tabs in the Ask a Librarian module: Questions and My Questions.

~oTe Support
“** QuestionPoint’ | Ask a Librarian Help
Tl My Questions dd Question | Settings | Review Transcripts | Service History
Tab Description To go to the lists
Questions Your library's questions: Click the Questions tab in the Ask a Librarian module.
e All questions (including chat Or, click a Questions Lists link on the My QuestionPoint
transcripts) that are assigned to you page.
or other librarians at your library, or
are unassigned.
My Questions Your questions: Click the My Questions tab in the Ask a Librarian
. . . module.
e All questions (including chat
transcripts) that are assigned to you. Or, click a My Questions link on the My QuestionPoint
page.
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Question list menu links

Each tab has menu links. Each link leads to a question list.

Questions tab

Duestons

My Questons

Add Quastion Service History

Active | New | Pending | Referred | Answered | Closed | All | Shared Followup

My Questions tab

Add Queston Service History

Active | New | Pending | Referred | Answered | Closed | All

Description of question lists

The following table describes the question lists:

Question list

Statuses included

Description of question list

Active New 7 A combined list of all the questions (including chat transcripts) in the
New, Pending, and Answered question lists
Pending @ 9 a
Answered =F
New New % Questions that need action by you or your library, including:
e Chat transcripts marked for followup
e Questions submitted through your library’s question form
Pending Pending @ Questions (including chat transcripts) that need action by someone
outside your library:
e A patron whom your library asked to clarify a question, or
e Alibrary or expert to whom your library referred a question for an
answer
Referred New @ A combined list of those questions (including chat transcripts) in the
Pendi New, Pending, and Answered question lists that were referred for an
ending Q‘ answer by your library or to your library
Answered =
Answered Answered =F Questions (including chat transcripts) for which an answer has been
sent to the patron.
Closed Closed [ Questions (including chat transcripts) that a librarian or patron has
closed because work on them is complete.
All New ¥ A combined list of all the questions (including chat transcripts) in the
. New, Pending, Answered, and Closed question lists
Pending
Answered =
Closed [
Shared Followup New 7 Chat transcripts or questions, for any library in your Base Management

(Questions tab only)

Environment (BME), that are waiting for any librarian in your BME to
claim for followup; this list is available only if your BME administrator
turns on Shared Followup

QuestionPoint
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Sample question list

The sample Active Questions list below contains two web form questions and three chat transcripts.
e One question (1669955) needs action by the library and one (1669792) has been answered.

e Two transcripts have Answered status: 1669725 assisted another library’s patron; 1455476 is a practice session.
e One transcript (1622222) is for a session for which another library served the patron and is following up.

%% QuestionPoint | Ask a Librarian °“500;

l;!.li?:é:ﬁ_i':pn's. My Questions | Add Queston | Setbings | Reports | Service History

Ac-ﬁ\rE'|-NE|..-: | Pending | Réfer‘lred | Answered | Eln,seﬂ | .Shared'knll.u'q.-:up.

Active Questions Find 10: | &

Working on behalf of libraries

[Refrash List] Records 1 -

5of 5

Sort by: ID | Received | Updated Limit to: |AII

@ @ @ Patron: Ed

Received: 2006 /06 /19

Srnith

Fecaived: Z00&/06/19 Updated: Z0O0& 0619 Landan

[T 7 1669955: Where is Scugog Island, Canada? -- Unassigned --

[T &F 1BEYY32: Whao invented vichyssoise soup? Assigned to: John

Patron: Maureen

[T & 1669725 Chat Transcript: What is the park behind the Mew York Assigned to: Jahn

=l &

i Srith
Fublic Library? Sl o
Heartland High School
Received: 2006/06/19 Updated: 2006/06/19 Library
& ()
[ % 1622222: Chat Transcript: | need information about simian virus i U"aﬁi?jned &
(3) spreading to humans pgtr':"'" :
& (&)
Feceived: Z006/05/26 Updated: Z00&/06/19
[T & 1455476 [Practice] Chat Transcript: What is California? gﬁ_ifh"'ed to: John
mi
Patron: Maureen
Received: 2006703723 Updated: 2Z006/03/23 Londaon
N | Select Action j O Assign to: |Unaaaigned j O

Figure legend:

@ New: Needs action by you or your library

Question ID or number; Each question or chat
transcript in QuestionPoint has a unique Question ID

Answered: Answer has been sent to the patron

Question submitted on a web form or added manually
by a librarian (not preceded by “Chat Transcript”)

@ O @

Pending: Needs action by someone outside your

“Chat transcript:” appears if the patron used chat
library “Qwidget:” appears if the patron used the Qwidget

Referred in to your library by another library in your

@

library’s practice queue

Transcript of a practice chat session; patron used a
group or by the Global Network practice chat form and librarian monitored his or her

@ © ©

Referred out by your library to another library in your

©)

QuestionPoint account assigned to a particular librarian

Drop-down list that lets you limit the questions and
group or to a subject-matter expert who has a transcripts listed to those that are unassigned or are
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Full Question (figure included

The Full Question (illustrated below) appears when you click a question or chat transcript in a question list.
(The figure legend is located on the next page.)

Full Question = #of 5 = | Return to List Print View
Q- [ [ ote [ Dascrptre codes [ chanae patrom &-mail | BT A THRRCT | | RS PP | -+
Question Detail
Patron: Ed <ferred1700@ yahoo. com:= Status: ,g,%.
Assigned: Unassigned =@ Received: 0954 2006/05/26
Wait Time: 35 Session Time: 1226
Referred to: Heartland High School Library Assigned: Assigned
Hecall Send Message to Librarian

Question: [1622222] Chat Transcript: I need information about simian virus spreading to humans
Descriptive Codes Referance
IP Address: 132.174.21.205
Referar: http: //guestionpoint,org/crs/serviet/ong. oclc.ask,. PatronChatFarm

Browser/03: Mozilla/4.0 (compatible; MSIE 6.0; Windows NT 5.0; .MET CLR 1.1.4322; .NET CLR
2.0.50727)

Cobrowse: Yac

@ e ©

Campus: East

Q

College: Busingss
Lewvel: Junior
Question History

Patron: Chat Transcnpt: | need infarmation showt simian virus spreading to humans
0%:54 Z006/05/26

Librarian 1: Mote: Patron's screen name. Ed
09:54 Z006 05/ 26

Librarian 1: Hello, | am reading your question now:
0%:55 Z006/05/26

Patron: Hi, John,
05:55 Z006/05/26

Librarian 1: Can you tell me more about what you need to know about them.
0357 2006/05/26

Patron: Yes, |need tofind and describe a recent study.
10013 Z006/05/ 26

Librarian 1: Ok Can | do some checking and send you an e-rmial message with some ideas?
10:1% 2006/0%/26

Patron: That's fine. Thanks.
10:14 200605 26

Librarian 1: Librarian ended chat session.
10:14 200605 26

Librarian 1: Mote: Set Resolution: Followup By Patron's Library
10:15 2006705/ 26

Librarian 1: Referred frorm: Chat Transcript to Shared Followup
@ 10:15 2005705/ 26

Librarian 1: Mote: Set Description: Reference
10:15 200870526

Librarian 2: Claimed by: Heartland High School Library(10180): Jane Kraft{100247433) From Shared Followup
11102 2006706719
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Figure legend:

@ Buttons and drop-down lists for acting on a question or chat transcript:

Answer: Go to the page for sending an e-mail message to the patron.

Claim/Reject Assignment: Assign the question to yourself (Claim) or unassign it (Reject Assignment).
Add Note: Go to the page for adding a note to the question history for you and other librarians.

Add Descriptive Codes: Go to the page for adding descriptive codes for statistical and planning purposes.
Change Patron E-mail: Go to the page for changing the patron’s e-mail address.

Refer To: Go to the page for referring the question to a subject-matter expert, another partner library, or the
Global Reference Network.

e Move To: Close the question or add it to a KB.

Question/transcript header: patron’s name and e-mail address, status of the question/transcript, librarian
assigned, time/date received, and for a chat session the wait time and session time.

Referred to/by area: If question or transcript was referred to or by your library, this area identifies the other library
involved and lets you recall or reject the referral or send a message to the librarian responsible for the question at
the other library.

Question: Question ID and question.

Descriptive Codes: Codes assigned to the question/transcript by the librarian to categorize it for statistical and
planning purposes. A librarian may select up to 4 codes for a question/transcript. Available codes include
circulation, homework, medical, research, and others. Each library decides whether to use the codes and how to
use them. If a library uses descriptive codes, it should use them only for its own patrons. Librarians answering
guestions for other libraries’ patrons should not select descriptive codes because the codes may be used
differently by each library.

@ O

Intake form data (system fields): Data collected when patron requested chat session, including patron’s IP
address, page from which patron requested session, patron’s browser, patron’s co-browse capability.

Intake form data (custom fields): Data collected by custom fields on chat/web form; varies by library or group.

Question history (librarian/patron interaction): Interactions or chat transcript of the librarian and patron.

Question history (actions taken): Librarian notes and notes about actions taken; not seen by patron.

@0 @

More information:

e E-mail reference recordings and instructional materials are available on the Training page at
http://www.questionpoint.org/education/
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Service History (figure included

The Service History is a permanent archive of the questions and chat sessions that your library has processed through
QuestionPoint. The Service History contains all available information about each question and chat session, except patron
identifying information (the Name field and the part of the E-mail field before @), which is removed.

Your library can use the Service History to:

e Study its past service to patrons and plan future improvements
e Find additional questions and chat transcripts to add to a KB

To go to your library’s Service History:

e Click View Service History in the Ask Quick Links on the My QuestionPoint page.

e Or, click the Service History tab in the Ask a Librarian module.

When is a question archived in the Service History?

90 days after the last action is taken on a question or chat transcript, QuestionPoint automatically archives it.
QuestionPoint removes it from your library’s question lists, regardless of its status, and adds it to the Service History.

Service History search results

The Service History Search illustrated below found the questions and chat sessions that the library received on February

20, 2004. Click a question or chat transcript in the search results to view a Full Question.

Questons | My Questons | Add Question

Reports EA-T0 T a 'Hisi:ury

Sarvice History

Search results displayed at bottom of page.

Service History Search

Find 10: | &

on or After MMDDAYY)

Sort by: ID | Received | Updated
293765: Chat Session Transcript
| ==

Received: 2004/02/20

293778 What is the histary of L5 efforts to nation build?
r =

Received: 2004/02/20

29359345 Chat Session Transcript
i

Received: 200470220

r | Select Action j [

By Assigned |,-'-KII j
Librarian
By Question I,.-.w vl By Referral |4 |
Status Type
Time/Date IEQDEDDJ‘J« Time/Date IE.-QD.-QDD#
Entered Entered

on or Before MMDDATYY)

Records 1 - 3_._u_f-. 2

Assigned to: John
Srnith

Azsigned to: John
Srnith

Assigned to: John
Srnith

Records 1-3of3
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Knowledge bases (figures included

What is a knowledge base (KB)?

A knowledge base (KB), as used in QuestionPoint, is a searchable database of selected, edited questions and answers
and chat transcripts. A KB makes the answer prepared for one patron available for reuse to respond to other patrons.
When you answer a question, you can easily search KBs and include the information that you find.

Records containing questions and answers and chat transcripts are added to one or more KBs. KB records are edited,
activated, indexed, and made available for searching and viewing.

QuestionPoint KBs support all languages and alphabets.

QuestionPoint provides two types of KBs:

e The Global KB
e Local KBs

What is the Global KB?

The Global KB is shared by all libraries that participate in QuestionPoint. It is a cooperatively built resource for reference
support and discovery work. All QuestionPoint libraries that have a profile activated by the Global Reference Network can
contribute records to the Global KB. All QuestionPoint librarians can search it.

How does the Global KB grow?

1 Answers to questions referred to the Global Reference Network are automatically submitted to the Global KB. In
addition, libraries can submit other questions and answers and chat transcripts.

2 Editors of the Global KB review each record for relevance. Therefore, libraries do not need to decide if a record is
relevant before they submit it.

3 Editors follow guidelines to remove personal information and to correct errors in grammar and spelling while
preserving the integrity of the information.

4 Editors activate records to make them available for searching and viewing by all QuestionPoint librarians. Editors may
also mark records for public access so patrons may view them.

What is alocal KB?

QuestionPoint has many local KBs. Each one is a database of questions and answers controlled by the library or libraries
that share a Base Management Environment (BME). The libraries in each BME decide whether to implement their local
KB. Only the librarians in the BME can search a local KB or contribute records to it.

A local KB can:

Grow into a valuable, time-saving reference resource

Help librarians work more efficiently

Help patrons receive faster and better reference service

Help libraries analyze their questions and answers to improve their reference service
Include records added from questions and answers and chat transcripts

Include specialized local information added through an entry form

What is the Knowledge Base module?

The Knowledge Base module is the QuestionPoint system area where knowledge bases are searched, browsed, viewed,
and edited.

To go to the Knowledge Base module:

e Select Knowledge Base in the Select Service drop-down list at the top of any QuestionPoint page.
Or, click a link or enter a search in the Knowledge Base Quick Links on the My QuestionPoint page.
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What is public access to KBs?

Public access is the searching of a KB by patrons. Patrons can search and view only those active records that have been
marked for public access. Some record fields that are displayed for librarians are not displayed for patrons.

Global KB

To search and view the public-access part of the Global KB, patrons can:

e Go to the Patron Logon page and click the Search KB link to view the Basic Search page.
e Use the KB search box or link on your library’s web pages if you provide this access to your patrons.

Local KB

To search and view the public-access part of your local KB, patrons can:
e Use the KB search box or link on your library’s web pages if you provide this access to your patrons.

More information

For information about how to provide access to your patrons, see “Let patrons search knowledge bases” available at
http://www.questionpoint.org/support/documentation/templates/search_globalkb.html

Sample KB module pages used by librarians

Knowledge Base basic search

The KB basic search illustrated below seeks information about a Smithsonian painting. The search looks in a local KB
(Heartland Libraries) and the Global KB (QP Global Reference Network).

IS@;! QuestionPoint —
& .S Knowledge Base Help

Working on behalf of libraries

S.aanqh Browse | Add/Edit

Basic | Advanced | Question ID

Basic Search

*Search for:

(keywards) | srmithsonian painting
¥ Heartland Libraries

Knowledge Base:
¥ QP Global Reference Netwark
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Knowledge Base search results

The KB search results illustrated below contains the records found by the search.
Click a question in the list to view the record detail.

Knowledge Base Search Results

MNew Search

151 records found., Yiew search criteria

Records 1 - 10c0f 151 € 12345 .. 16 ©
Duestion KB
. cugs . . - . " . QP Glabal
36457: Looking for painting of "Dorothy Lee' done in the mid 1900"s by Villar. It
1 - : - Refarence
was in the Smithsonian.
Metwaork
39820: There is a painting of [Ed: George] Washington in the Matonal Portrait QP Global
Gallery done by Peale's son. Itis not very flattering of GW but is said to have been
2 EaET 7 T : g Refarence
a very accurate depiction of the aging President. Is there an online picture
E x Metwork
awailable of this...
50654: I have been told that a painting is displayed at the Smithsonian, QP Glabal
2 representing art from Tennessees. I don't know it's tide, but itis of Lazarus's vise. Refarence
[The artist's] name is Jerrie Barmmes. Could you help me find this piece? Metwark
37101: I any brying to locate a painting by an Ash Can School artist. The painting QP Global
4 I'm looking for has the tide " on the Steps of the Sub Treasury Building." Can el S r
you provide me with the full itle for this particular painting and the name of the
7 Metwork
artist?
35245: I any looking for an oil painting of three Amercan Indians on their horses
L f - GP Global
on a small knoll. I savw the painting in Col. a few years ago while on vacation. I am
5 - i R A Feference
looking to purchase such a painting. The paint is real life where the horses and Wby ork
Indians a...
433: I am seeking a good reference book or article on the impact the Hudson River QP Global
& School painters, particulady Frederic Church, had on the environmental movement Reference

in America and on the shaping of our national identity.

Metwork
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Knowledge Base record

The illustration below shows the Record Detail for one of the KB records found by the search.

Record Detail

Recard ID: 292220

Question

Queston:

*Education Level:

Keywords:

Subject:

Geographic Code:

Reason:

Language of Queston:

Sources Checked:
Answer

* Answer:

Record 2 of 151 Previous | Next | Return to Record List Print Yiew

Submitted to Knowledge Base on: 01/05/2004 Last Update: 01/12/2004 Forwarded /Copied: O

There is a painting of [Ed: George] Washington in the Mational Portrait
Gallery done by Paale's zon, It iz not very flatkering of GW but iz zaid to
have been a very accurate depiction of the aging President, Iz there an
online picture available of thiz painting?

Undergraduate/v¥oTech

990929092745 ,5eo0rge Washington
pottrait,George,Washington,portrait,Rermbrandt Peale,Rermbrandt,Peale

Subject Broad Class: N22S0-2356: Art as a Profession, Artists
n-us: United States
Mone

Enalizh

The Mational Portrait Gallery, Smithsonian Institution has two paintings by
Fernbrandt Peale (one of Charles Wilzon Peale's sons) of George
Wazhington in its collection: one iz dated circa 1818-1825 and the ather
iz dated circa 1853, An image of the latter painting iz available online
(http:/ fvrerer . npg.si.edu fexh /hall2 findex . htm [January 2004 Ed; click
on "Seorge Washington"); howewver, I believe you may be referring to the
other painting which is not currently loaded an HPG's Web site,

The following collection catalogue containzs an image of the painting: you
can track it through your local public or university library via interlibrary
loan:

MATIOMAL PORTRAIT GALLERY, SMITHSONIAN INSTITUTION, PERMANEMT
COLLECTION ILLUSTRATED CHECKLIST (Washington, DC: published by
the Mational Portrait Gallery in aszzaociation with the Smithsonian
Institution Press, 1987)
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Assistance

This section describes how to get assistance when you are using the QuestionPoint system.

Online help

Click Help at the top of any QuestionPoint page to view online Help. Help appears in a separate window so you can view
Help and QuestionPoint pages together. You can:

e Type atext string in the search box and click Find to find Help topics that contain the text string.
e Click Contents to view the table of contents of online Help.

Contact Support form

Note: If you submit a Contact Support form, you receive a response within 24 hours, Monday—Friday.
To request assistance or send a comment or suggestion:

1 Click Support at the top of any QuestionPoint system page to go to the Contact Support form.

2 Change or add information in the Name, Institution Name, Institution (OCLC) Symbol (if known), E-mail, and Phone
fields to help support staff contact you.

w

Click the button that best describes the purpose of your message.

N

Type your question, request, or comment in the box. Provide as much information as you can to help support staff
respond.

5 Click the Submit button.
QuestionPoint sends the form and displays the My QuestionPoint page.

Telephone and e-mail support
For telephone or e-mail support, contact your regional service provider, your first line of support.

Or contact OCLC support staff:

e Telephone: 1-800-848-5800 (USA) or +1-614-793-8682
e E-mail: support@oclc.org
e Hours of OCLC telephone support: 7:00 am to 9:00 pm, U.S. Eastern time, Monday-Friday

Resources

e Start Up Your QuestionPoint Account (a guide for new QuestionPoint users):
http://www.questionpoint.org/support/documentation/gettingstarted/startup_account.pdf

e Training resources: http://www.questionpoint.org/education/
e Documentation: http://www.questionpoint.org/support/documentation/gettingstarted/

e Policies: http://wiki.questionpoint.org/

Comments, suggestions, feedback

Please send us your comments about this guide at http://www.surveymonkey.com/s.asp?u=685031335509

Online Computer Library Center, Inc.: OCLC, QuestionPoint, The 24/7 Reference Cooperative,
WorldCat and “The world’s libraries. Connected.” In addition, the WorldCat symbol and OCLC symbol

OCLC are service marks of OCLC. Third-party product and service names are trademarks or service marks
of their respective owners. OCLC grants permission to photocopy this publication as needed.

@ 1ISO 9001 Certified The following OCLC product, service and business names are trademarks or service marks of OCLC 0901/W - M, OCLC

The world’s libraries.
Connected.
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