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Report to Steering Committee

December 17, 2007

I. Instant Messaging Pilot Project
· The Instant Messaging (IM) Pilot Project was very successful.  In the period between August 27 – October 15, 423 IM questions were received.  During the same period only 49 questions were received via CHAT.  This implies that our users prefer IM over CHAT.  A survey of our QP librarians also indicated that IM is faster and easier.

· IM statistics should now be included with each unit’s own reference statistics in an IM category.

· PSAC, along with QP Admin, will be investigating the feasibility of locally managing a virtual reference service that would include IM and e-mail only.  

II. Quality Assurance of Virtual Reference (VR)
· PSAC is planning an ongoing quality assurance program for VR that would include:

i. Spot checking of answers by department heads

ii. Peer review by departments, using a method developed by the Daley Reference Department

iii. Spot checking by QP Admin, who will forward problems to appropriate department head
iv. Assignment of an individual in each department responsible for pushing questions through in a timely manner
· The following will be required to implement the plan:

i. Spot Check List of Criteria

ii. Communication with department heads

iii. Training for department heads

iv. Standard training on VR policies and procedures for new staff and periodic retraining for all VR staff 
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