Public Services Advisory Council

Minutes of October 18, 2007

Present:  Dorsch (recorder), Logan, Scherrer, Weller

Absent:  Kayiwa (?)

Minutes from the September 26, 2007 meeting were approved

Quality Control of Virtual Reference:

The Council discussed ways of measuring quality of virtual reference answers.  When VR started we agreed on the principle that evaluation of librarians doing virtual reference would be done by department heads.  The Council’s recommendations to ensure quality control are:

1. Peer Review:  replicate the methodology Logan used in which a random 10% of questions were selected for review by the whole Reference Department.  This methodology will be sent to all department heads, who will be encouraged to implement peer review in their own departments.

2. Spot Checking:  Department heads should be encouraged to occasionally (once a month minimum) spot check VR questions handled by their staffs.  QP Admin will also be encouraged to forward problem questions to respective department heads.  Dorsch will begin to develop a Spot Checking List, based on Logan’s work, for this use. 
Training for department heads will likely be required in order to implement these recommendations.  These recommendations will be presented at Steering and we will use that body to communicate with department heads.

Minutes of October 30, 2007

Present:  Dorsch (recorder), Logan, Weller

Absent:  Kayiwa, Scherrer

The Council discussed and accepted the Instant Messaging Pilot Report from QP Admin.  Our recommendation is that Instant Messaging will be added as an additional option to Ask A Librarian.  Since there is no price differential in the OCLC fee for Question Point, Chat will be retained.  

Within the next year, the Council will examine the cost effectiveness of staying with the QP platform.

Statistics for IM:  it is probably no longer necessary to report these statistics centrally.  They can be included with departmental statistics.

