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T he m o ve  from  trad ition a l re fe ren ce  se rv ice s  to a b roader 

ran ge  o f se rv ic e  o p tio n s , in c lu d in g  e le c t ro n ic  re so u rc ­

es an d  v ir tu a l c h a t , has g ive n  u n iv e rs ity  lib ra r ie s  the  

o p p o rtu n ity  to assess th e  w id e  ran g e  o f  tasks p e rfo rm e d  by 

th e ir  re fe re n ce  lib ra r ia n s . A t p re se n t, the  re fe re n ce  sta tistics 

c o lle c te d  for C A U L  (C o u n c il o f A u s tra lia n  U n iv e rs it y  L ib ra r­

ians) a re  reported  as a s in g le  f ig u re . T h e re  is no  b re a kd o w n  

an d  th e re fo re  no a n a ly s is  o r h is to ry  is a v a ila b le  to d e te rm in e  

tre n d s , use an d  re la t iv e  s ig n il ic a n c e  o f the  d iffe re n t d e liv e ry  

fo rm s . T h e  U n iv e rs it y  L ib ra r ia n s  in th e  State  o f N e w  South  

W a le s  (U N IS O N ) c o m m iss io n e d  th e  U N IS O N  R e fe re n ce  & 

In fo rm atio n  S e rv ice s  Interest G ro u p  (R IS IG ) to investigate  su it­

a b le  m e asu re s  to assess the  p e r fo rm a n c e  o f d ig ita l re fe re n ce  

s e rv ic e s .

F o llo w in g  a p ilo t stu dy , a s u rv e y  w a s  d is tr ib u te d  to a ll 

N S W  u n iv e rs ity  lib ra r ie s  in Ju ly  2 0 0 5 . T h e  s u rv e y  p ro v id e s  

a sn a p sh o t o f the  d ig ita l re fe re n c e  s e rv ic e s  o f e a ch  lib ra ry , 

in c lu d in g  sta ffin g  le v e ls ; ty p e  an d  s ty le  o f d ig ita l re fe re n ce  

tra in in g ; le ve l an d  typ e  o f u sage  by c l ie n t  g ro u p s ; and  c lie n t  

sa tis fa c tio n  w ith  the s e rv ic e  re c e iv e d .

T h e  su rve y  g ives an  o v e rv ie w  o f th e  d ig ita l re fe re n ce  e n ­

v iro n m e n t in U N IS O N  lib ra r ie s : a ll p ro v id e  e -m a il re fe re n ce  

se rv ic e s , 73 per cen t p ro v id e  o n lin e  ch a t se rv ice s , 5 6  per cen t 

o f a ll e n q u ir ie s  are  c la ss if ie d  as 'R e fe re n ce ' and  75 per cen t of 

c h a t e n q u ir ie s  a re  c o m p le te d  w ith in  10  m in u te s . 45  per cen t 

o f lib ra r ie s  a im  to m eet a o n e -d ay  tu rn a ro u n d  tim e  fo r e-m ail 

e n q u ir ie s , w h ic h  9 9  p e r c e n t  a c h ie v e . 81 p e r ce n t p ro v id e  

tra in in g  an d  d ig ita l re fe re n c e  a c c o u n ts  fo r 5 p e r ce n t o f a ll 

re fe re n c e  a c t iv it ie s  in N S W  u n iv e rs ity  lib ra r ie s .

R S IG  w il l  c o n tin u e  to d e ve lo p  b e n ch m a rk s  ag a inst w h ic h  

se rv ic e s  can  be m e asu re d , but the s e rv ic e  d e fin it io n s  and  in ­

fo rm a tio n  c o lle c te d  w il l  n eed  to be s tan d a rd ise d  m o re  fu lly  

a c ro ss  the  secto r. W ith  the d e ve lo p m e n t o f stan d a rd ise d  sta­

t is t ica l c o lle c t io n  p ro ce sse s , fo rm s an d  ca te g o ry  d e fin it io n s , 

w e  h ave  the p o tentia l not o n ly  to m e asu re  the v a lu e  of d ig ita l 

re fe re n ce  se rv ic e s  w ith in  an  o rg an isa tio n , but a lso  to p ro v id e  

a b asis for the b e n c h m a rk in g  o f d ig ita l re fe re n ce  a c tiv it ie s . 

Contacts for further information: alison.rigby@newcastle.edu.au 

or amandas@uow.edu.au.

Digital reference: key 
performance indicators

HI It's not a certificate 
from the Q ueen... but 
when ALIA Fellow Nancy 
Booker turned 100 
recently, ALIA helped her 
celebrate.

Nancy was instrumental 
in establishing the 
School and Children's 
Committee o f the Library 
Association o f Australia, 
and campaigned for 
specialist training for 
children's librarians. The 
Nancy Booker Honour 
Lecture is given biennially 
through CYSS (NSW).

-  organised

Experienced. Efficient. Reliable.
S w e t s  h a n d l e s  o v e r  1.8  m i l l i o n  s u b s c r i p t i o n s ,  w i t h  o v e r  h a l f  

i t s  b u s i n e s s  r e l a t e d  t o  e l e c t r o n i c  j o u r n a l s .  W h y  n o t  s i m p l i f y  

y o u r  w o r k l o a d  a n d  g e t  c o n n e c t e d  t o  S w e t s ,  t h e  o n l y  

s u b s c r i p t i o n  a g e n t  t o  b e  I S O  c e r t i f i e d  o n  a  w o r l d w i d e  b a s i s .
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