IM REFERENCE GUIDELINES AND OPERATIONS
March 3, 2008
OPERATIONAL GUIDELINES
STAFFING for Spring Semester 2008
1. Service Hours: 9-8 pm Monday through Thursday; 9-4 pm on Friday
2. Service Locations:  Combination of the Rosenberg, campus libraries, and librarians in their offices during the scheduled hours.
3. The hours that you are assigned to staff the IM reference service are to be treated as you would your reference desk hours. It is your responsibility to cover these shifts; each librarian must find a person to switch with. Notify the Reference coordinator if you are unable to cover your hours. 
4. IM Reference hours and the staff assigned to those hours will be posted at the East and West reference desks. Additionally, the schedule will be available on the Intranet.
SERVICE GUIDELINES

1. Campus Librarians, RefEast and Rosenberg: IM questions will be answered as part of our regular reference desk duties.

a. In-person reference questions will have priority
b. If desk is busy change status to an appropriate message such as “We are assisting other students, please try again later.”

c. If you are assisting an IM patron, and a student comes to the desk, please inform him/her that you are assisting an IM patron.  

d. If you are handling multiple IM sessions, please inform him/her that you are busy assisting another student.  They can wait or try again later.
e. IM is best for brief, factual questions, questions on library services and resources, and general research advice. We do not provide legal or medical advice. 
f. Those seeking more extensive research assistance will be:

i. Asked to visit a CCSF library and ask for a librarian

ii. Asked to use ERef

iii. OR contacted later by e-mail with a more detailed response.

2. Canned Messages: Commonly repeated responses are available to cut and paste from scripts located at http://www.ccsf.edu/Library/messages.html Scripts include the following:  Initial greeting, information about library hours, access information for databases, response to inappropriate messages, etc. 
3. Staff will use open-ended, neutral questions adapted to the virtual environment

a. It is normal to expect a little small talk before a question is actually asked, as with face-to-face reference interviews.  In the virtual environment patrons may not understand that staff’s purpose is to help them find information.  
b. After a few lines of conversation staff may ask the patron if they have a question. 

4. IM Reference Staff will emphasize electronic information over print sources.  Examples are:  Library databases, ebooks, websites from the library’s “Useful Links” page and LII.org.  Staff will send patrons links to these resources
5. Keep in mind our desire to teach students how to use our resources rather than simply providing the answer for them.

6. Inappropriate IM sessions:  

a. Indicate to student that language is inappropriate and session may be terminated

b. Block student, if necessary

7. Conversational, chatty patrons:

a. Ask patron if he/she has a question

b. Terminate the session if necessary

TECHNICAL GUIDELINES

1. We use MEEBO:  http://www.meebo.com
2. Our Meebo account can be accessed anywhere there is an internet connection
3. Meebo preferences:
a. Transcripts of Chat transactions will not be kept.  This is disabled in Meebo preferences
4. We have an askccsf account at Yahoo, Google, AIM, MSN
5. There can be only one login at a time to Meebo using askccsf
6. Our IM Reference Page will also have an open chat box that students can use if they do not have an IM account 
7. Logging into our IM service:
a. Go to http://meebo.com
b. Username: askccsf 
c. Password:  ask someone, if you’ve forgotten 

d. Wait for IM question:

i. Speaker will sound 

ii. Meebo web page may flash 
e. Patron IM box will appear

i. Just type where the cursor is and you will be replying to the patron’s IM after you hit “enter”.  

ii. “Greeting” and other scripts (shortcut should be on the desktop) can be copied and pasted into the window

f. Meebo does not allow sending of Files to the patron.

g. You can send links, which will be automatically clickable for the patron, but you can’t send files. 
8. Changing shifts/transferring IM staffing: 
a. Staff ending their IM shift will call to inform the next attending staff member that they can logon to the IM service.  This is to prevent the accidental cancellation of an IM session in progress.  For example:

i. On Mondays the Alice Statler librarian will be staffing IM from 9:00 to 1:00.  At 1:00 if there is no IM session in progress at Statler, the librarian will call the next librarian scheduled to inform them that they can now take over.

ii. Statler librarian logs off, and Joao logs in from his office
9. File Transfers: In general, do not accept file transfers.  Meebo currently does not allow file transfers.

10. IM is not secure! Do not send any confidential information via IM.  Like e-mail security and privacy are not guaranteed.

Statistics 
1. Statistics:  Staff members will note the number and type of reference questions and the time that the reference transaction took place. Send Wendy an e-mail with the totals (wowens@ccsf.edu). Wendy will collate the totals on a reference statistics sheet.
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