
SMS a query @your library
Curtin delivers flexible service

T he Curtin Library and Information 

Serv ice  is b e c o m in g  in creasingly  

f lex ib le  in the w a y  it p ro v id es  

s e rv ic e s  to clients . A  n e w  s e rv ic e  b e ­

ing trialled a l lo w s  clients to send 'SM S '  

quer ies  to the library.

The co n ce p t  o f  SM S (Short M e ssa g e  

Service) reference quer ies  w a s  raised as 

a possib le  extension to the library's e x ­

isting virtual re ference  serv ice .  'M o b i le  

p h o n e s  are  ub iqu itous  and  a c c e ss ib le ,  

and  SM S provides students with a very  

p o p u la r  w a y  o f  c o m m u n ic a t in g , '  sa id  

John Frylinck, acting university librarian. 

'S in c e  the student popula t ion  at Curtin 

U nivers ity  o f  T e c h n o lo g y  has c le a r ly  

e m b r a c e d  m o b i le - p h o n e  cu lture  a nd  

SM S  te c h n o lo g y  'S M S  a q u e r y '  offers 

an o th e r  w a y  o f  s e rv ic in g  our  large 

client base. '

In addition, an env ironm enta l  scan  

c o n c lu d e d  that there  is little (if any) 

e v id e n c e  that an SM S library reference  

se rv ice  exists e lse w h e re  in Australia. A 

su cc ess fu l  trial m ay  lead  into a n e w

m ethod o f  se rv ice  delivery  for libraries 
throughout Australia. Student fe e d b a ck  
indicates  a high satis faction level with 

SM S q u e r ie s  w ith  all in d icat ing  they 

w o u ld  use  the s e rv ic e  a ga in .  'W h a t  a 

go o d  idea. It's less e x p e n s iv e  and time- 
co n su m in g  than go ing  online  to search 

for an a n s w e r  to a s im p le  query, '  said  

on e  student. 'V ery  benefic ia l  to all stu­
dents and  staff. The a n sw e r  w a s  prompt 

and  the s e rv ic e  h ig h ly  satisfactory. I 

h o p e  the s e rv ice  will keep  go ing . Viva 
l ibrarians!'  said  another.

SM S  e n a b le s  those  with G S M  m o ­
bile p h o n es  to send text m essages  o f up 
to 1 6 0  characters  to other G S M  m obile  

p h ones .  T e ch n o lo g y  is n o w  a lso  a va i l ­
a b le  to re c e iv e  tex t-based  SM S  m e s ­
sages  v ia  a co m p u te r  in terface —  and 

this is h o w  library staff  r e c e iv e  SM S 

m e s sa g e s  from  clients . SM S  m e ssa g e s  
sent to the l ibrary arr ive  in the form 
o f  an e -m ail ,  a nd  can  be rep lied  to in 

the sa m e  format. E-mail replies sent are  
then rece ived  by the client in the form 
o f  an SM S m essage .

There are several benefits o f p ro v id ­
ing an SM S  s e rv ic e  this way. S o m e  of 

these  include:

•  as re fe ren ce  desk  staff  are  fam il ia r  
with using e-m ail,  m inim al training 

is required.

•  r e c e iv in g  SM S  m e s sa g e s  v ia  an e- 
mail  a c c o u n t  p ro v id es  op t io n s  for 
tracking  in c o m in g  and  o u tg o in g  

m essages .

•  as SM S is asynchronous, queries can 
be dealt  with at the c o n v e n ie n c e  of 

reference desk staff, and, as a result, 
the SM S service  can be staffed using 
exis ting re ference  resources.

So  n o w  staff a nd  students  ca n  

con tact  the library a n y  time, from  a n y  
locat ion , and  ask a n y  library re lated  
question —  and the library will a im  to 

respond  to their S M S  q u e ry  w ith in  an 
hour (whilst the library is open).

M ore  details ab out this trial ca n  be 
fo u n d  on the Curtin Library w e b s i te :

h t t p :/ / l ib r a ry .c u r t in .e d u .a u / c o n ta c t /  
sm s.htm l. ■
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