IT'S ACADEMIC

Ask Here PA

Live Answers to Your Questions, 24/7
- S — = g

" www.AskHerePA.org

One Library's Success Story

BY ERICA SWENSON DANOWITZ

Community College (DCCC) joined

Ask Here PA, the new statewide
collaborative virtual reference service.
As Vince Mariner, the virtual reference
service coordinator, wrote in this col-
umn in September 2006, Ask Here PA is
more than just “live chat.” Ask Here PA
provides patrons of all ages with infor-
mation and answers to reference ques-
tions — free of charge — 24 hours a day,
seven days a week. Prior to starting my
position at DCCC, I provided virtual
reference for three years at another insti-
tution, so I immediately recognized the
benefits of joining this service. With the
support of the library director, DCCC
librarians collaborate to contribute staff
time in exchange for participation. Since
joining the service in October 2006,
patron use and feedback have been very
positive.

In the fall of 2006, Delaware County

Background on DCCC Library

Founded in 1967, Delaware County Com-
munity College’s main campus is located
outside of Philadelphia in Media. The
college also has four branch campuses
located in both Delaware and Chester
counties, and other sites where DCCC
classes are held. During the 2006 fall
semester, 10,627 full- and part-time stu-
dents were enrolled in classes at all cam-
puses and in online distance education
courses. Statistics show steady, continu-
ing growth in enrollment at the branch

campuses. Despite this growth, the col-
lege only has one library, located at the
main campus. Students at branch cam-
puses are served by learning resource
centers that provide access to selected
materials, and to classrooms where
librarians at the main campus teach
library classes via videoconference.
Librarians from the main campus also
visit these satellite campuses a few days
each semester to offer reference assis-
tance. The library strives to provide as
many online resources as possible; how-
ever, meeting the reference needs of
DCCC students at branch campuses
remains a challenge. The DCCC librar-
ians hoped that joining the Ask Here PA
service would not only enhance library
services for main campus students, but
also better serve the reference needs of
students located at other campuses.

Training and Scheduling

Five librarians were trained on the vir-
tual reference software used by Ask
Here PA, OCLC’s QuestionPoint product.
Training included an overview of the
Ask Here PA service; best practices to
use when assisting patrons virtually; a
software demonstration; and hands-on
practice sessions during which the
librarians took turns playing the role of
librarian and patron. After the initial
training session, the librarians continued
to practice with the software for three
weeks before “going live.” sy
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