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Chat Reference Discussion
Topic Discussed:
Privacy with regard to record keeping
Notes:
· Patrons should be informed of our policy of record keeping before they use the service.
· When we perform follow up using e-mail addresses from our personal or departmental accounts are we deleting the record of who asked the question or received information from us?

· The Libraries should develop proactive procedures to protect patron privacy with regard to record retention.  We should separate identity from questions asked.

· The information that we keep on an individual’s reference question is sometimes needed for follow up.  There are examples of following up on a query months or years after it is asked.

Topic Discussed:
Where and how we place IM services in online environments?
Notes:

· Can we effectively move IM clients in OnCourse and OneStart?

· Meebo boxes are being added to web pages.  Some people know how to do this and others do not. 
· Do we have a plan for incorporating them into Facebook and other social network environments?

Topic Discussed:
Who is providing the service and how they are doing it?
Notes:

· There is a lot of variation in the way the service is being provided in libraries and departments

· Do we have a plan or preferred way?

· Is there a way that we can direct people to each other?

· Can branches direct people to Reference Department if they can’t always be present to answer an IM question?

Topic Discussed:
Future of Docutek or some form of chat software
Notes:

· What will be used if Cha Cha is dead?  Can Docutek or something like it come back?

· How will texting work and what does “asynchronous” mean? 

·  Will we be able to find a service with co-browsing and the ability to push pages?

Topic Discussed:
Chat with colleagues rather than e-mail to leverage their expertise
Notes:

· Should we all be on IM or Skype and available to our colleagues for communication instead of relying on one-mail? 

Topic Discussed:
Location of where the service is provided
Notes:

· It is problematic to provide chat service at the reference desk because the virtual patron and/or the face to face patron are interrupted and they don’t know why

· There should be technology made available to librarians so that they can be mobile while providing the service.  Blackberries or other devices should be provided to librarians.

· It would be good to know what the experience of IM or phone texting “looks-like” to the end user.  It would be nice to have time set aside to practice this kind of thing.

Topic Discussed:
How does one handle in-depth reference in chat?
· Following up via e-mail or phone is a common practice.  Chat is considered an entry point like any other.
