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參考服務

‧是圖書館服務中的主要角色

‧業務的社會屬性強，與讀者的互動性高

• To engage users
– to involve somebody in an activity, or 

become involved or take part in an activity
–圖書館鑑於網路人口的增加，亦透過2.0工
具將參考服務推置於網路社群中

– 使用者間的參與、合作

跟使用者訂婚?

http://images.google.com.tw/imgres?imgurl=http://www.lib.tku.edu.tw/libintro/image-libintro/fang.jpg&imgrefurl=http://www.lib.tku.edu.tw/libintro/org-refserv.shtml&h=356&w=296&sz=51&hl=zh-TW&start=5&tbnid=8f-XzYmBkdJ9YM:&tbnh=121&tbnw=101&prev=/images%3Fq%3D%25E5%258F%2583%25E8%2580%2583%25E6%259C%258D%25E5%258B%2599%26svnum%3D10%26hl%3Dzh-TW%26lr%3D%26sa%3DN
http://images.google.com.tw/imgres?imgurl=http://www.watsonlibrary.org/old/Reference/librarian.jpg&imgrefurl=http://www.watsonlibrary.org/old/Reference/Home.htm&h=293&w=261&sz=20&hl=zh-TW&start=21&tbnid=TXDz8KjVXjZLYM:&tbnh=115&tbnw=102&prev=/images%3Fq%3Dreference%2Blibrarian%26start%3D20%26ndsp%3D20%26svnum%3D10%26hl%3Dzh-TW%26lr%3D%26sa%3DN
http://images.google.com.tw/imgres?imgurl=http://www.libraries.psu.edu/dubois/j0251695%255B1%255D.gif&imgrefurl=http://www.libraries.psu.edu/dubois/library_studies.htm&h=152&w=192&sz=3&hl=zh-TW&start=17&tbnid=jquRCkwzzu6efM:&tbnh=82&tbnw=103&prev=/images%3Fq%3Dreference%2Blibrarian%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://images.google.com.tw/imgres?imgurl=http://www.rfbd.org/bigbookrev.jpg&imgrefurl=http://www.rfbd.org/UNITS_VA_receive.htm&h=312&w=200&sz=15&hl=zh-TW&start=20&tbnid=m9hhLEyuVc7glM:&tbnh=117&tbnw=75&prev=/images%3Fq%3Dreference%2Blibrarian%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://images.google.com.tw/imgres?imgurl=http://www.lovegevity.com/img/engagement-img.jpg&imgrefurl=http://www.lovegevity.com/engagement/index.html&h=195&w=192&sz=6&hl=zh-TW&start=1&tbnid=uqvn7ocwTpGX5M:&tbnh=104&tbnw=102&prev=/images%3Fq%3Dengagement%26svnum%3D10%26hl%3Dzh-TW%26lr%3D


BMW 數位參考服務

Mobile

Wiki

Blog
IM





數位參考服務定義

‧蘇子定義

–資訊專業人員利用網際網路與不在館員面前
的使用者進行資訊需求諮商並立即傳遞解答
或文獻的一種服務

「不在面前的使用者」指的是
諮詢當時無法與館員面對面溝
通的使用者，使用者也許遠在
地球的另一端、在家、在辦公
室或校園中研究室，也或許就
在圖書館的某一部電腦前



數位參考服務型式

Blog, wiki

Blog, wiki



即時(同步)數位參考服務



IM 即時通訊 1 or 2

• Instant messaging 
• Farkas, M. (2006). Libraries using IM reference. Library Success: A 

Best Practices Wiki 
http://www.libsuccess.org/index.php?title=Libraries_Using_IM_Ref
erence#California

• Stephen主張圖書館的即時數位參考服務應該利用使用者

已經每天都在利用的IM管道[2006]

– 讓使用者
• 對版面設置及操作有熟悉感

• 不必眾裡尋他千百度(頁面層次)

– 圖書館
• 有四成五的學生（45.98%）表示會因為IM參考諮詢服務的開辦

而減少利用包含面對面等其它方式去詢問問題

IM

Aged 18-21

> email66%

http://www.libsuccess.org/index.php?title=Libraries_Using_IM_Reference#California
http://www.libsuccess.org/index.php?title=Libraries_Using_IM_Reference#California
http://www.smileycentral.com/?partner=ZSzeb001_ZNxdm414YYTW
http://images.google.com.tw/imgres?imgurl=http://i.cnn.net/cnn/2002/TECH/science/05/29/time.money/story.dollar.jpg&imgrefurl=http://archives.cnn.com/2002/TECH/science/05/29/time.money/&h=168&w=220&sz=9&hl=zh-TW&start=9&tbnid=y1_UTP6jOCvamM:&tbnh=82&tbnw=107&prev=/images%3Fq%3Dmoney%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://chat.icq.com/icqchat/chatroom.php?c_id=1167
http://shopping.aol.com/toys-videogames?ncid=AOLCOMMshopCRSSaoln0056


一制性
的名稱





桌面大戰

• 舊版

– http://www.pconline.com.cn/pcedu/carton/x
p/10212/other/iconstory.swf

• 新版

– http://eazieatinternet.blogspot.com/2006/12
/flash.html

http://www.pconline.com.cn/pcedu/carton/xp/10212/other/iconstory.swf
http://www.pconline.com.cn/pcedu/carton/xp/10212/other/iconstory.swf
http://eazieatinternet.blogspot.com/2006/12/flash.html
http://eazieatinternet.blogspot.com/2006/12/flash.html


IM vs. Chat 十項比較
Chat IM

Speed of Connection

Cost

Cooperation

Training

Target Market

Software

Features

Computer Requirement

Privacy ?

Community

Houghton, S. and A. Schmidt. (2005). Web-Based chat vs. instant messaging. Online 29, no. 4 :26-30

http://images.google.com.tw/imgres?imgurl=http://mms.9588.com/Picture_Preview/139%255C219217.gif&imgrefurl=http://mms.9588.com/CARTOONDG.aspx%3Ftype%3D95&h=128&w=128&sz=11&hl=zh-TW&start=57&tbnid=JWl5mtZ9X2jW5M:&tbnh=91&tbnw=91&prev=/images%3Fq%3D%25E8%25B6%2585%25E4%25BA%25BA%25E5%258B%259D%25E5%2588%25A9%26start%3D40%26ndsp%3D20%26svnum%3D10%26hl%3Dzh-TW%26lr%3D%26sa%3DN


中午不再雞腿滿天飛

2004年
時便有
至少一
千一百
萬人在
工作中
運用
IM，且
肯定它
可促進
生產力
及辦公
室間合
作。
[Shiu
and 
Lenhart, 
2004, p. 
2] 
.
.
.
Also, 
chat!

http://tametheweb.com/2006/03/librarian_how_do_you_im_a_ttw.html

http://images.google.com.tw/imgres?imgurl=http://i13.ebayimg.com.cn/05/i/07/7d/b2/8f_2.JPG&imgrefurl=http://cgi.ebay.com.cn/ws/eBayISAPI.dll%3FViewItem%26item%3D140000914771%26ih%3D004%26category%3D20715&h=197&w=200&sz=10&hl=zh-TW&start=31&tbnid=L002Ey_Ckd2kQM:&tbnh=102&tbnw=104&prev=/images%3Fq%3D%25E4%25BE%25BF%25E7%2595%25B6%26start%3D20%26ndsp%3D20%26svnum%3D10%26hl%3Dzh-TW%26lr%3D%26sa%3DN
http://images.google.com.tw/imgres?imgurl=http://ivy2.epa.gov.tw/out_web/bag/bagpic/gif-9.files/image091.jpg&imgrefurl=http://ivy2.epa.gov.tw/out_web/bag/bagpic/U09302.htm&h=187&w=196&sz=8&hl=zh-TW&start=91&tbnid=yzsQyz_yLQzKDM:&tbnh=99&tbnw=104&prev=/images%3Fq%3D%25E4%25BE%25BF%25E7%2595%25B6%26start%3D80%26ndsp%3D20%26svnum%3D10%26hl%3Dzh-TW%26lr%3D%26sa%3DN
http://images.google.com.tw/imgres?imgurl=http://p9.p.pixnet.net/albums/userpics/9/6/97496/1155140255.png&imgrefurl=http://rhapsodicspace.blogspot.com/&h=370&w=499&sz=495&hl=zh-TW&start=12&tbnid=Bt_Yks-zJqQ0WM:&tbnh=96&tbnw=130&prev=/images%3Fq%3D%25E9%259B%259E%25E8%2585%25BF%25E4%25BE%25BF%25E7%2595%25B6%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://www.flickr.com/photos/michaelsphotos/118826047/


IM可以讓身處異地（分館、他館）的館員能快速地彼此聯繫、協
助，並互留訊息在最顯眼的工作螢幕上。

加入使用者間的參與、合作，以波音公司圖書館為例。

http://www.flickr.com/photos/michaelsphotos/118826027/


• 人們花在Internet上的時間越多，就會越形減少與真實世界人們
的接觸[O’Tool, 2000]

• QuestionPoint即將推出結合IM與chat的介面[Hutchison, 2006] 

http://www.flickr.com/photos/michaelsphotos/118826013/


資訊安全與加入人數限制

• EIM
– Open protocal XMPP or SIMPLE
•比較: http://www.jabber.org/protocol/xmpp-

simple.shtml

– EIM interface with PIM

http://www.jabber.org/protocol/xmpp-simple.shtml
http://www.jabber.org/protocol/xmpp-simple.shtml


Enterprise IM products
can do everything our current VR software does?
• Wildfire

the server http://www.jivesoftware.com/products/im/
Features http://www.jivesoftware.com/products/wildfire/features.jsp

• FastPath http://www.jivesoftware.com/products/fastpath/
manages queueing

• Spark <http://www.jivesoftware.com/products/spark/>
(the agent/librarian/employee client)

http://www.jivesoftware.com/products/im/
http://www.jivesoftware.com/products/wildfire/features.jsp
http://www.jivesoftware.com/products/fastpath/
http://www.jivesoftware.com/products/spark/


沙里紅巴

•有錢的老爺 proprietary chat + EIM
•沒錢的老爺 consortium / EIM
•極沒錢的老爺 PIM



非同步數位參考服務

網路社群問答服務

圖書館參與式參考服務



Encarta 
聊天機器人

Answer Point

Web 2.0與非同步社群問答服務

http://answers.google.com/answers/
http://www.wondir.com/wondir/jsp/indexBody.jsp
http://www.ask.com/
http://www.google.com.tw/webhp?hl=zh-TW
http://tw.knowledge.yahoo.com/
http://g.msn.com/0nwenus0/AQ/14
http://qna.live.com/


Winning factors: free or amateur? 「值得信賴的社群」

http://answers.google.com/answers/


Authority in the age of the amateur  
by Kroski
• In this era of Web 2.0, we are looking to each 

other for news, recommendations, and advice 
instead of the proverbial “expert”. It is this 
proletarian nature of the blog that lends itself 
to the current atmosphere of trust in one’s 
peers. We want to be involved; we want to write 
our own story. Blogs are opinionated, personal, 
amateur, and sometimes anonymous, but may still 
serve as a valuable research resource. As with 
any new publishing outlet, measures of value need 
to be customized in order to judge information 
quality and recommendation methods should be 
adapted to disseminate it.

US?



• 生活類問題佔1/3
• 國內大學生使用Yahoo!奇摩知識+的情形
普遍

• 僅有10.07%的學生願意或認為適合透過圖書館參
考服務館員尋求生活相關議題的資訊

• 大學生在知識+中發問的第一大原因為「課業上的
需要」、其次才是「生活上的疑難雜症需要有人
提供答案」

• 假如…於Google搜尋引擎與Yahoo奇摩
知識+之間擇一

• 經驗的分享

http://tw.knowledge.yahoo.com/


• 致使學生不向館員提問的理由

不知道圖書館願意讓我問問題或幫我找資料 27.60 %
要走很久才到圖書館，不方便 27.38 %
館員好像很忙，沒空理我的樣子 20.81 %
館員也不會知道答案 19.91 %
館員不直接給我答案要我自己去找 16.29 %
館員長板著臉不會笑 14.48 %
館員的解說沒有用 10.18 %
我會害羞 9.50 %
館員態度口氣不好 9.50 %



Blog & Wiki Reference
• Web 2.0 Featuring:

– Openness
– Conversation
– Participation

• Good for external use
– Asynchronous digital reference 完整、週延、、另類
– FAQ PAQ
– user complaint? 
– Subject guides /SDI

• 12” Wafer or Waffle
• Flip chip or coin

• Good for internal use
– Reference transaction review
– Incident reports
– Sci Li Ref Blog 

Science Library, Loyala University.  Sci Li Ref. 
http://sciref.blogspot.com/

Run counter to the tradition of library reference?

http://sciref.blogspot.com/
http://images.google.com.tw/imgres?imgurl=http://cc.ee.ntu.edu.tw/~ywchang/Courses/Pic/wafer.jpg&imgrefurl=http://cc.ee.ntu.edu.tw/~ywchang/Courses/Log98/pictures.html&h=520&w=608&sz=102&hl=zh-TW&start=12&tbnid=s0Sb4rR5kOIPPM:&tbnh=116&tbnw=136&prev=/images%3Fq%3Dwafer%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://images.google.com.tw/imgres?imgurl=http://epod.usra.edu/library/Waffle.jpg&imgrefurl=http://epod.usra.edu/archive/epodviewer.php3%3Foid%3D239712&h=1704&w=2272&sz=368&hl=zh-TW&start=2&tbnid=nxsZHDoE40hcSM:&tbnh=113&tbnw=150&prev=/images%3Fq%3Dwaffle%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://images.google.com.tw/imgres?imgurl=http://www.esiee.fr/~vasseurc/images/image-flip-chip.gif&imgrefurl=http://www.esiee.fr/~vasseurc/assemblage.html&h=215&w=230&sz=26&hl=zh-TW&start=11&tbnid=tQ8xHj2-bFTW-M:&tbnh=101&tbnw=108&prev=/images%3Fq%3Dflip%2Bchip%26svnum%3D10%26hl%3Dzh-TW%26lr%3D
http://images.google.com.tw/imgres?imgurl=http://www.polk.edu/purchasing/images/FlipCoin.gif&imgrefurl=http://www.polk.edu/purchasing/PManual/PM_Tie_Bids.htm&h=242&w=169&sz=2&hl=zh-TW&start=1&tbnid=i6On1GahhnTPoM:&tbnh=110&tbnw=77&prev=/images%3Fq%3Dflip%2Bcoin%26svnum%3D10%26hl%3Dzh-TW%26lr%3D


與參考服務傳統相衝突

• 以部落格為參考服務平台

– 形式:1:1 m:1
– 專業 P + ParaP +the general public
– 轉介 [Pomerantz and Stutzman, 2006]。



http://domin.dom.edu/depts/gslis/stumpers/



Mega-blog



•參考須知活頁 “手“冊
• A handbook that is not for your hand



謝謝聆聽 ，敬請指教

謝謝聆聽 ，敬請指教
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