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For librarians to
continually demonstrate
superior and high-quality
service, they must meet
the needs of both current
and potential users.

Kitzie, V. L., Connaway, L. S., &
Radford, M. L. (2021). “I’ve
Already Googled It, and I Can’t
Understand It”: User’s
Perceptions of Virtual Reference
and Social Question-Answering
Sites. Reference & User Services
Quarterly, 59(3/4), 204-215.

How do we work from home-remotely, in isolation, with variable
computer access?
Our provost suggested we work on all
those things we do not usually have
time for during the daily routine.
One of those things is to think
comprehensively and deeply about
how and why we do our work.
Reflective journaling and
communities of practice are useful
but usually low on the
priority list of busy librarians.

Brown, P. (2020). Room for
Thought: Reading and the
Long View of Librarianship.
Codex: the Journal of the
Louisiana Chapter of the
ACRL, 5(4), 10-16.

Creativity builds
sensitivity.

Sensitivity to diverse perspectives,
practices and interests.
Sensitivity to thinking outside of
the box and innovating in the
moment.
Creativity creates opportunities
for librarians to co-construct
dynamic processes with patrons as
shared goal setting and
cooperative information seeking.

Collaboration
creates
community.

Collaboration creates organic
processes during information seeking
with patrons.
Collaboration generates reference
interviews where questions are
opportunities for creative
brainstorming with patrons.
Collaboration with fellow volunteers,
staff, and patrons builds communal
knowledge infrastructures that are
adaptable and porous.

In many ways, proactive chat is an

entirely new service, using new
technologies to reach new patrons
to offer our assistance and
expertise. We must not assume that
this is ‘reference’ as we have come
to know it. We have the opportunity
to change our expectations for how
we interact with our patrons.
We should seize it.

Hurley, D. A., & Warner,
A. (2022). Does
proactivity drive use?
Understanding growth in
chat reference services.

As the COVID-19 pandemic
continues, it is important and
necessary for libraries to reflect upon
how altered responses might better
fill students’ needs and wishes.
Libraries must explore how they can
further adapt to the pandemicaltered landscape. With the benefit
of added time, information, and
hindsight, long-held assumptions
about user needs and preferences
that informed decision-making can
be challenged. This work allows
libraries to envision unconsidered
possibilities and patrons. It is a
chance to do better.

Swaren, C., & Smith, W.
(2022). Exploring New
Narratives to Overcome
Historical Assumptions.
portal: Libraries and the
Academy, 22(1), 111-126.

How does
Answerland build a
creative community
where virtual
volunteering is a
social practice?

Creative meetings that include
brainstorming for new ways to connect with
patrons.
Collaborative social meetings that create
opportunities to meet fellow volunteers all
over the U.S. and communicate ideas for
ways to learn new ways to co-geek with staff
about practices and procedures that support
dynamic and cutting edge reference work in
the digital enviornment of Answerland.
Professional development that includes
many online webinars with varied topics,
asynchronous learning modules, and asking
volunteers what skill building and topics
they’d like to engage with going forward.
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Thanks to my
colleagues Jennifer Cox,
Reference Coordinator
of Answerland at
Oregon State Library,
and Courtney ‘Cam’
Amabile, Volunteer &
Operations Coordinator
at Oregon State Library.

My thanks to my colleagues for
the conversations and
collaborations that lead to my
interest into creating this project.
If anyone is interested in
volunteering with Answerland,
please visit:
https://answerland.org/getinvolved/volunteer/

Thank you!

Andreariethmarshall@gmail.com

