
Taking Instruction Virtual
EVALUATING AND ASSESSING INFORMATION LITERACY IN CHAT REFERENCE



Background: VRC

Virtual Reference Committee (VRC)

 Mission:
Support the Berkeley Community by providing 
comprehensive and accessible virtual reference services



Background: LibChat

 LibChat

 Available 90 hours a week
 All hands on deck approach



Background: LibChat



IL in Virtual Reference?

 Questions:

 Is there room for IL instruction?
Are we implementing Information Literacy 

Instruction in our virtual reference services?



IL Alignment Taskforce Charge

The Virtual Reference Committee’s IL Alignment Task Force will 
research how information literacy can potentially be integrated into 
our FAQs and virtual reference services. 
Based on this research, the Task Force will make recommendations 
to the VRC that tie in with the Library’s Operational Goals of 
“Educational Impact” and “Data Based Decision Making.” 
The Task Force will then lead the charge in implementing approved 
recommendations.



What we hope to achieve

 Discover best practices when implementing Information 
Literacy in Virtual Reference

 Determine what we are doing well
 Determine where we can improve
 Develop training



Literature Review



Literature Review

The Dawn of Virtual Reference!



Literature Review

…And Beyond!



Methodology









Which KPs can be measured in 
Virtual Reference?

Authority is 
Constructed & 

Contextual
Information Creation 

as a Process
Information Has 

Value

Research as 
Inquiry

Scholarship as 
Conversation

Searching 
as Strategic
Exploration



What we did

 364 chats from January 1st to April 
15th 2017

 Sorted the chats by type --
Writing/Citing and Research Help



Filtered them by 'Research 
Help' and 'Writing and 

Citing.'





Results



Which frames are being taught?
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Which KPs are being taught most?

 formulate questions for research based on 
information gaps or on reexamination of 
existing, possibly conflicting, information

 determine an appropriate scope of 
investigation

 deal with complex research by breaking 
complex questions into simple ones, 
limiting the scope of investigations;

 deal with complex research by breaking 
complex questions into simple ones, 
limiting the scope of investigations

 determine the initial scope of the task 
required to meet their information needs

 identify interested parties, such as scholars, 
organizations, governments, and industries, 
who might produce information about a 
topic and then determine how to access 
that information;

 utilize divergent (e.g., brainstorming) and 
convergent (e.g., selecting the best 
source) thinking when searching;

 match information needs and search 
strategies to appropriate search tool

Research as Inquiry Searching as Strategic Exploration



Which KPs are being taught least?

Authority is 
Constructed & 

Contextual

Information 
Creation as a 

Process
Information Has 

Value

• define different types of 
authority

• use research tools and 
indicators of authority to 
determine the credibility 
of sources

• recognize that 
information may be 
perceived differently 
based on the format in 
which it is packaged

• give credit to the 
original ideas of others 
through proper 
attribution and citation



Trends 



Trend #1

Instruction 
and 
Customer 
Service



Instruction NOT welcome…



Giving away the answers…



Student and librarian working together



Trend #2

Instructional
Strategies



Techniques that work

• Step-by-Step

• Checking in 
frequently

• Asking for more 
time



Trend #3

Dead End
Techniques



Techniques that don’t work…

• What is the student’s 
assignment?

• Can the student find 
these databases?

• Does the student know 
how to search in a 
database?

• Why these resources?



Techniques that don’t work…

• Student cannot 
replicate 
search. What 
did librarian 
search for?

• Student asks for 
instruction (“IS 
this credible?”) 
& never 
receives answer

• Student 
receives 
citation



Evaluation



Can we do better?

 Instruction was not given when possible 20% of the time
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Barriers to instruction

 Technology issues

 Student "ghosting“

 Instruction is not welcome
• Student emotions
• Students are rushing



Barriers to instruction

 Assignments require additional steps

 Librarians are multi-tasking



What we learned

Instruction opportunities are easy to identify

Define explicit instruction behaviors for coding

Best practices help provide consistent, 
effective instruction



What we learned

 Difficult without non-verbal communication

 Students end chats prematurely before 
instruction can occur



Immediate Next Steps

Re-evaluate rubric

Perform another chat analysis

 Isolate best practices for virtual chat instruction
• Use Oakleaf's best practices article to guide our behavior 

definitions



Goals for our findings

Workshop during our Annual Librarian Training Week

A tutorial for new librarians or a refresher course

Statistics for stakeholders exhibit how we 
are meeting institutional goals of "Educational 
Impact" & "Data Driven Decision Making" 
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Questions?

Julie Hunter, Associate Director Online Library
julie-hunter@berkeleycollege.edu

Jessica Kiebler, Director White Plains Library
jessica-kielber@berkeleycollege.edu

Dina Meky, Reference & Instruction Librarian, Woodbridge Library
dina-meky@berkeleycollege.edu

Samantha Kannegiser, Research & Instruction Librarian, NYC Library
samantha-kannegis@berkeleycollege.edu


