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Introduction

Ask Why Ky is the name of the virtual reference service offered to public library patrons in the state of Kentucky.  The service operates 24 hours a day, 7 days a week.  It is free to all residents of Kentucky regardless of the membership status of their local library.
The service utilizes the QuestionPoint software available through OCLC.  This software allows patrons to submit a question to be answered via email, or to "chat" live with a reference librarian online.

The Ask Why Ky consortium also contracts with OCLC for backup reference service.  This is what allows the patrons to have 24/7 access even when Kentucky libraries are closed.  All library consortia using OCLC for their virtual reference service contribute a number of hours each week answering questions for patrons from outside their own state.  OCLC also has librarians on staff who answer questions at all times of the day and night.  Between the Kentucky librarians, librarians in other states, and the OCLC backup librarians, patrons are never left without an answer.

The cost of the service is paid through a Library Services and Technology Act grant provided by the Institute of Museum and Library Services and administered by the Kentucky Department for Libraries and Archives.  The grant also funds training and marketing initiatives.  Participating libraries contribute staff time to the project.  How much time is determined by the size of the library's service population.
Library Tiers

Staffing requirements for members of the Ask Why Ky consortium are based on the size of the library's service population.  This is determined as follows:

	Tier
	Service Population
	Staffing Requirements

	7
	200,000+
	Email, referred questions, both queues full-shift

	6
	100,000-199,999
	Email, referred questions, both queues full-shift

	5
	75,000-99,999
	Email, referred questions, both queues full-shift

	4
	40,000-74,999
	Email, referred questions, both queues half-shift

	3
	25,000-39,999
	Email, referred questions, Kentucky queue half-shift

	2
	7,000-24,999
	Email and referred questions, Kentucky queue 2 hours per week(

	1
	0-6,999
	Email and referred questions


Definitions:

· Email = Questions submitted via email by your library's patrons

· Referred questions = When a patron using the service selects "other" as their home library, their question goes to the Project Administrator, who then refers it to the appropriate library.  A library receives a referred question for one of the following reasons:

a) The patron chose "other", but they actually do belong to one of the member libraries.  A number of patrons choose "other," then list a particular branch as their local library.

b) The question can best be answered by a particular library's subject expertise.  Usually these are local history questions coming from another region.

· Kentucky queue = Chat questions submitted by patrons from Kentucky libraries

· Global queue = Chat questions from all patrons in partner library networks, such as those in New Jersey, Oregon, etc.

· Full-shift

· Kentucky queue = 30 hours per month

· Global queue = 15 hours per month

· Half-shift

· Kentucky queue = 15 hours per month

· Global queue = 7.5 hours per month

Scheduling

Perhaps one of the largest concerns for libraries considering participation in the program is staff scheduling.  To understand and plan for scheduling, participants must understand the difference between local and global queue coverage.

Local Queue

This queue contains all the questions from our own Kentucky customers.  The AskWhyKY group is required to take care of its own questions for at least 30 hours per week.  In order to provide the best service possible, we should strive to provide as much local coverage as possible.

Global Queue

Simply put, the global queue contains everyone else's questions from the rest of the country.  Our Kentucky group is required to provide coverage for the global queue for a particular number of hours per week.  Other libraries that use Questionpoint/24-7 are also required to answer questions from the global queue.  Cooperative monitoring of the global queue is what allows us to offer 24 hour access to the service.  Currently, the group provides 5 hours of global coverage on Saturdays and 8 hours on weekday mornings.

It is the responsibility of each participating library to ensure that they provide adequate virtual reference coverage when it is their turn.  Other libraries may also monitor the local queue at any time.  Guidelines and advice about scheduling can be provided to interested libraries.  Hours can be flexible and every effort will be made to find a mutually beneficial arrangement.  A sample schedule follows.


	Sun
	Mon
	Tue
	Wed
	Thu
	Fri
	Sat

	
	
	
	
	1  9—11am
Global

11am—3pm

Warren

Campbell
	2  9am—3pm

Warren

Campbell

	3  9am—2pm

Global

Warren

Campbell

	4
	5  9am—11am
Global

11am—3pm Jessamine

Lexington
	6  9am—11am
Global

11am—3pm

Jessamine

Lexington
	7  9am—11am
Global

11am—3pm

Jessamine

Lexington
	8  9am—11am
Global

11am—3pm

McCracken

Pike
	9  9am—3pm

McCracken

Pike

	10  9am—2pm

Global

McCracken

Pike

	11
	12  9am—11am
Global

11am—3pm

Kenton

Boone
	13  9am—11am
Global

11am—3pm

Kenton

Boone
	14  9am—11am
Global

11am—3pm

Kenton

Boone
	15  9am—11am
Global

11am—3pm

Laurel

Warren
	16  9am—3pm

Laurel

Warren

	17  9am—2pm

Global

Laurel

Warren


	18
	19  9am—11am
Global

11am—3pm

Campbell

Jessamine
	20  9am—11am
Global

11am—3pm

Campbell

Jessamine
	21  9am—11am
Global

11am—3pm

Campbell

Jessamine
	22
Libraries Closed
	23  9am—3pm

Lexington

McCracken

	24  9am—2pm

Global

Lexington

McCracken

	25
	26  9am– 11am
Global

11am—3pm
Pike

Kenton
	27  9am– 11am
Global

11am—3pm
Pike

Kenton
	28  9am– 11am
Global

11am—3pm
Pike

Kenton
	29  9am– 11am
Global

11am—3pm
Boone

Laurel
	30  9am– 3pm

Boone

Laurel

	


Site Administration
Each Ask Why Ky member library must name a staff member to be the site administrator.  After choosing an administrator, please fill out the member form and send a copy to the Project Administrator.

The site administrator's primary duty is to oversee the service at their local site.  It is up to the site administrator to insure that staff training is scheduled as needed, computers are upgraded, staff are scheduled to cover the library's assigned hours, etc.  The actual tasks may be performed by other staff members in the library, but the site administrator is the overall coordinator who must see that it is all done.
Site administration tasks include:

· Scheduling staff training (as needed)

· Upgrading local systems to conform with system requirements (as needed)

· Scheduling local staff to cover the library's assigned hours (monthly)

· Reviewing random transcripts of email and/or chat sessions (periodic)

The site administrator is also the primary point of contact for the Project Administrator.  Any notices regarding issues such as system upgrades will be sent to the site administrator.  The site administrator is also involved in discussions and decision-making regarding changes in the service.

New Member Checklist

Are you ready for Ask Why KY?

This checklist is provided to help you stay on track through the membership process.  The initial column is included to allow additional internal tracking at larger institutions which may have more than one staff member completing the task list.

Each of these tasks is explained in more detail on the following pages.

	
	      Task
	Initial
	Date completed

	
	Confirm intent to join the consortium
	
	

	
	Choose a site administrator
	
	

	
	Send in member form
	
	

	
	Establish timeline for implementation
	
	

	
	Show service to staff
	
	

	
	Check staff computers for compliance
	
	

	
	Upgrade as needed
	
	

	
	Develop marketing plan
	
	

	
	Schedule staff training
	
	

	
	Add link to library website
	
	

	
	Go live!
	
	


New Member Tasks

Confirm intent to join the consortium

Send the Project Administrator a letter officially confirming that you wish to join the consortium.  It doesn't really need to say anything else.

Choose a site administrator

Choose a staff member at your library who will be the administrator for your library.  This person will:

· Manage staff user accounts (adding, deleting, etc.)

· Provide technical support to staff

· Keep the library's information up-to-date in the system

· Ensure that staff are scheduled to monitor the system

· Serve as the library's liaison to the project administrator, OCLC, and other libraries in the consortium

Send in member form
Fill out the member form included in the membership packet and send it to the Project Administrator.

Establish timeline for implementation

Determine the timeframe during which your library will prepare to "go live," monitoring the service as a regular member of the consortium.  Think about the time necessary to complete all the tasks on this checklist.  Your staff will also need time following training in order to practice.  Don't forget to include your marketing plans in the timeline.

Most libraries take about 30 days to complete the process and go live.

Show service to staff

Let your staff take a look at the new service you will be offering.  This gives them a chance to adjust to the idea of virtual reference services before the training period begins.

Check staff computers for compliance

Do the computers the staff will be using meet the minimum requirements to utilize the QuestionPoint software?  They will all need to be checked.

Upgrade as needed

Any staff computer that does not meet the minimum system requirements will have to have these issues addressed.  This may mean a hardware, or most likely, a software upgrade.  Commonly, Flash Player and Internet Explorer need to be upgraded, and can be downloaded for free.

Develop marketing plan

Decide how you will market this new service in your community.  Will you offer training sessions for patrons?  Will you hand out bookmarks and highlighters?  Does your community have an annual festival where you will show off this new service?  How about radio ads?  Public service announcements?

Marketing support and pre-printed materials are available.  Contact the Project Administrator for more information.

Schedule staff training

Schedule dates and times for in-person training for your staff.  There is a basic training session available for the staff who will be answering the questions.  This may be repeated as necessary to ensure that all the appropriate staff have an opportunity to attend.  There is also an additional training session for the site administrator.

Add link to library website
A link to the Ask Why Ky service must be added to the library's website.  We recommend that you add the link to every page on your site via a menu bar or similar method.

Go live!

Congratulations!  You're now a full-fledged participant in the statewide reference consortium.  Welcome!

Ask Why Ky Member Form
Date:  ________________________________
Library name:
__________________________________________________________________

Library mailing address:  _________________________________________________________



     _________________________________________________________

Administrator name:  ____________________________________________________________

Phone number:  ________________________________________________________________

Fax number:  
__________________________________________________________________

Email address:  _________________________________________________________________

Library service population:  _______________________________________________________

Project Administrator use:

Region:  ________________________________________

Tier:  ________________

QP ID:  ______________

Live date:  ____________________________

May 2007








( This may be modified for severely understaffed libraries.






