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Questions to Consider

** What effects do name usage
have on patron interactions
and feelings about services?

¢ |Is there a need to create
guidelines/policies for the use
of names in virtual reference?

¢+ Does using personal names
iIncrease employee
ownership?

* Will employee privacy needs
be neglected if the use of
personal names is required?

*+ How will patron react to the
name of service?
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University of Kentucky

Chat reference is staffed by
“reference librarian.” Email
responses are signed with the
reference department name
followed by the responder’s
initials.
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Oklahoma State University

Use of names are left up to
individual users and no
guidelines. No requirement for
responder to answer questions
In virtual reference system (i.e.,
personal e-mail). Wild wild
west!

Virtual Reference Naming

Chat reference service names

Need Help?

cm

. Ask a Research Assistant
-Online

2 Need Help?

Email address names
¢ E-mail: refdesk@uky.edu

chat
Ask)T http: Mlibraries. ukv.edu /
LIB%% - ® Chat: http://libraries.uky.edu/Help

Send us an email at
libraryhelp@okstate.edu.

By Email

Email Reference service allows you to submit questions to the Help Desk via email.
send your question to askalibrian@stillwater org.

Chat reference name usage

Clear Chat History

Hi, what are some good database resources for
helping me to pick my next book to read?

| 113:39 Operator HI, I'll be with you in @ moment. Thanks!

Please wait for a librarian to respond.

You are now chatting with 'Klara"

Klara:

Jordyn: Ok. Thanks
Klara:

Jordyn: Yes, that's it
Klara:

Klara:
Klara:

Connected

g Mata 5:23.01 pu T ey
Hello! Thank you for chatting in today. yes!

13:46.06 Abigail: | spoke to my supervisor about this and she suggested that
and someone should get back with you who will be more help at answering yc
13:46:24 Abigail: Is it the one you provided - Il @okstate.edu?

13:46:28 I Stevenson: okay great, Il Q@ okstate.edu

13:47:09 Abigail: Someone should get back with you within the next few day:
13:47:26 M Stevenson: no that's all!l thank you

.

Custom Question Responses

Email
I ) okstate.edu

Hello, | am looking for someone to host a workshop over how to prop
Available | assist.
13:42:05 Abigail: Hello. Thank you for chatting in today. One moment while |

Contact Details: Il Stevenson

Internal Note from Abigail IR (Apr 15 2021, 01:47pm):

Ticket creation note: Dyonna suggested | forward this on to you!

Reply from Victor I (Apr 15 2021, 07:10pm):

Hello Ms. Stevenson, We have various people in the library, and at the Writing Center, w
workshop and your specific needs. What kind of workshop on properly citing sources to ¢
a workshop for a group or organization? Also, is this a workshop to address a problem st
important, and how plagiarism occurs?

Victor

Emailed to: Il Stevenson” Y@ okstate.edu>

Reply from I Stevenson (Apr 19 2021, 04:03pm):
Hi Victor,

Thank you for your reply. This presentation will be held on Thursday, June 10th from 9:0(

Clear Chat History
13:4§ me Hi, are there co

- m ut -
€ In your “bfaryl')? €IS available for the

Mata 5:23:49 PM
laptops can check out one to 7 days.

Albrarian HEHQV
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What do you do?

Use sticky notes to add your thoughts!
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Service Recommendations

* Consider the use of “library”
or “librarian” in service name

* Be aware of patron
assumptions based on
service name

» Service name should
communicate purpose and
level of service

* Provide text links to service
for greater accessibility

 Develop and publish naming
practices for institutional
memory (future reference)

« Consider providing
alternatively named links to
virtual reference services

Name Recommendations

« Use patron names in replies
(Dr. Baeza or Hello Beth)

* Require employees to use a
personal name (real or
alternate)

* Be consistent on employees
using personal names or
remaining anonymous

* Provide policy for use of
alternate names for
consistency

* Create best practices for
employee reference

* Always consider employee
safety concerns in
personalizing services

Name Usage When Communicating
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