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Abstract (150 words)

This project proposes a new model that enables Virtual Reference Services (VRS) to remain viable despite
today’s environment of reduced resources. It will investigate the possibility of seamless collaboration between
knowledge institutions such as libraries and the Social Q&A (SQA) community. Use statistics indicate that VRS
continues to grow as most libraries now offer VRS as popular alternatives to traditional face-to-face reference.

The project’s three phases will identify VRS system enhancements to help achieve sustainability and to
collaboratively leverage subject knowledge to meet user needs and heightened expectations. Phase I (Transcript
Content Analysis) consists of a longitudinal analysis of 500 randomly selected VRS transcripts and 1000 SQA
site transcripts. Phase I (Telephone Interviews and Analysis) includes in-depth phone interviews with 150
subjects from key user and information provider populations. Phase III (Constructing Design Specifications)
focuses on creating design specifications to link VRS and SQA to explore solutions for VRS sustainability.
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Revised Statement of Work 9/30/11
Grants.gov Tracking Number: GRANT10784069

Grant Title: Cyber Synergy: Seeking Sustainability through Collaboration Between
Virtual Reference and Social Q&A Sites

. Co-Principal Investigators: Marie L. Radford, Rutgers University; Lynn Silipigni Connaway, OCLC; and
— Chirag Shah, Rutgers University

—_ Duration: Two Year Project - requested start date October 1, 2011, end date Septernber 30, 2013.

Description: This project proposes a new model that enables Virtual Reference Services (VRS) to remain viable
— despite today’s environment of reduced resources. It will investigate the possibility of seamless collaboration

_, between knowledge institutions such as libraries and the Social Q3A (SQA) community. VRS are evolving, with
- new developments coming at a quickening pace to enhance the user experience, and recently allowing access to
— library services through text-messaging mobile devices and social networking sites. Empirical data are needed,
however, to assess the effectiveness of these services. The reduction of library budgets increases the need to
determine opportunities to share resources and generate revenue through collaboration. SQA services provide
such an opportunity. The proposed research will provide evidence for modeling new library coliaborative services.
The project's three phases will identify VRS system enhancements to help achieve sustainability and to
collaboratively leverage subject knowledge to meet user needs and heightened expectations. Each phase is

_ described below:

Phase | (Transcript Content Analysis): In Phase |, we will conduct a longitudinal analysis of 500

randomly selected transcripts from OCLC Question Point' s (QP) VRS and 1000 randomly sampied Q&A

pairs from Yahoo! Answers. The 500 VRS transcripts will include 300 live chat and 200 Qwidget (QW)
Instant Messaging (iM) session transcripts, collected from June 2010 through December 2010. A sample

_ of Q&A pairs from Yahoo! Answers will include data collected from September 2007 through February

_ 2010. The analysis will build on methods and coding schemes developed for Seeking Synchronicity

— (Radford & Connaway, 2005-2008) and results wili be compared to chat transcript analysis from that

— project. The QP and QW transcripts will undergo the following analyses: (1) Evidence of collaboration,

- instruction, and referrals; (2) Evidence of impact of geographic dispersion; (3) Ready reference accuracy;

— (4) Interpersonal communication: (5) Query clarification; (6) Subject, (7) Types of questions, {(8) Duration

and other time factors; (9) Type of library, and (10) Type of user, when self-disclosed. We also will

analyze a sample of Q&A pairs from the large sample collected from Yahoo! Answers to understand: Mn

what type of questions are asked; (2) what is the nature of the answers considered as most satisfactory

_ and/or relevant; (3) which types of questions do not receive any answers and why; and (4) accuracy of

answers. This analysis is expected to continue for approximately 12 months, from October 2011 to

— Septemnber 2012

Phase il {Telephone Interviews and Analysis): In this phase, we will develop data collection
instryments and conduet in-depth phone interviews with 150 subjects composed of: (a) users of QP live
_ chat and QW, (b)-users and expert users of SQA services (expert users are those who provide more and
_ better answers compared to regular users) and (c) VRS librarians. VRS users will be recruited through a
- variety of methods, including posting to university and professional library listservs, paper flyers posted at
fibraries and universities and on social networking sites such as Facebook and pop-up invitations that
appear at the end of VRS sessions. We will also reach out to SQA users by sending them recruitment
o messages using the contact information available on their public profiles. Recruitment will begin early and
will continue throughout the grant period. The interviews and their analyses are expected to take about 15
months, from January 2012 to March 2013.



Phase lll (Constructing Design Specifications): Phase |l focuses on creating design specifications to
link VRS and SQA fo explore solutions for VRS sustainability of the proposed research project, the Co-
Pls will plan, schedule, recruit participants, and conduct 2 participatory design sessions with policy
makers, designers, system experts, and librarians. These designers will be invited to Rutgers University
{or via video conferencing) for two sessions lasting an hour to two hours. These desigh sessions will be
developed and conducted over a period of three months from April 2013 fo June 2013,

Reporting: In addition to the reports required by IMLS, the Co-Pis will present the results of the three
phases of the research in both oral presentations and written papers from January 2012-September 2013
at scholarly and professional LIS conferences. The period of July 2013-September 2013 will be used for
concluding analysis, finalizing results, writing and revising articles for publication, as well as for preparing
the final report for IMLS.

Intended Results: The three phases of the project will have the following results.

Develop an alternative model for librarians facing tight budgets to fund collaborative VRS,
Raise awareness of the importance of professional librarians in the broader population.
Create a model for subject specialists to better utilize their specialized information.
Longitudinally compare VRS chat, IM (QW), and SQA sites’ accuracy and communication
effectiveness.

Suggest ways to improve VRS services,

Enable researchers to develop guidelines for practice and recommendations to evaluate VRS.
Provide a possible venue for libraries in the social networking environment.

Management Plan: The three Co-Pls will share equal respansibility for the project management. A team
approach will ensure effective co-ordination of all activities. All research protocols and instruments will be
developed by the Pls in consultation with the QCLC Internal Advisory Board. Transcripts and individual
telephone interviews will be analyzed by the research team under the direction of the Pls. Additionally,
the Pls will jointly administer the budget and coordinate the research phases, logistics and dissemination
of resuits. ARl inferim target dates and schedules will be developed and monitored by the Pls to assure
that all deadlines are met, The Pls will take full responsibility for keeping in close contact with IMLS and
for delivering: all required project reports and updates.
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PRCGRAM INFORMATION SHEET - PAGE OKNE

1. Applicant information
a. Legal Name (&a from Face Sheet): Rutgers, The State University of New Jersey

b. Organizational unit (if differaent from Legal Name) : School of Communication and Information

¢. Organizationat Unit Address

Street: 4 Huntington‘Street Strast?:
City: New Brunswick County: Middlesex
Siate: NJ Zip+4/Postal Code: 08801

d. Web Address: htip./fwww.rutgers.edu
e. Type of institution {Check one):

1 Acadernic Library [[] Library Association [-] School Library or School District

[ Aquarium [ Library Gonsortium applying on behalf of a School

7] ArborstumiBotanical Garden [ Museum Library Library or Libraries

3 Art Mussum [J Museum Services Organization/ [[1 Science/Technofogy Museum

[ Children’sfYouth Museum Association I_] Special Library

I Gomraunity Goflege {71 Native American Tribe/Native {73 Specialized Museum ™

{F Four-year College Hawaiian Organization {.] State Library

[ General Museum® 3 Naturat History/Anthropology [ state Museum Agency

Graduate Schoot of Library and Museum [} State Museum Library

Information Science ] Nature Center {1Zoo

[7] Historic House/Site {1 Planetarium 1 institution of higher education

I"] Historically Black College or [ Public Library other than listed above
Univarsity [ Research Library/Archives {"Other, please specify:

{1 History hMuseum
*A museum with ¢ollections representing two or more disciplines equally (€.9., art and history)

**A museum with coflections limited to one narrowly defined diseipline (e.g., textiles, maritime, ethnic group)

2. Grant Program of Grant Calegory

[J & 21 Century Museum f. Laura Bush 21" Century Librarian i» Mattonal Leadarship Grants
Professionals Program Select Museum or Library.
[ b. American Heritage E?‘;ﬁfé’: ””g’”g Category: Museum
fon Grants ject Grant ) Library
Presetvation 1 Collaborative Planning Grant Level 1 Select Funding Category:
1 ¢. Congressicnalty Directed Grants ?{Coﬂgborativg Planning Grant Level 2 E} Project Grant
. 3 elsct Profect Category: Collaborative Planning Grant Leve! 1
d. Connacting to Colfections: [] Master's-leve! Programs [] Cofiaborsative Planning Grant Level 2
Statewide Grants {1 Doctoral-evei Programs Select Project Category:
ClPlanning "] Pre-professional Programs {1 Advancing Digital Rescurces
Climptementation [[] Research (early career development} ] Demonstration
"1 Research {other than early career (L] Library Museum Collaboration

&, Conservation Project Support

. 1 General Conservation Survey ng"f_’fﬂi?meg; " Research
; tion Su ntinuing Education _ . . . .
L] Detailed Conservation Survey [J Programs to Build instituticnal Capacity j- Native American/Native Hawaiian .

{3 Environmental Survey Library Services

3 Envircnm?nfal improvements [ o. Biuseum Grants for African [ Basic Grant onfy
8 ;reaimegt American History and Culture 7] Basic Grant with Education/
: asearc : i
1 Training . g Museums for America 1 éfashiiscz;rgu? g:-ggt
ngaging Communities [_] Native Hawaiian Library Services

"1 Building Institutional Capacity
] Collections Stewardship

continued on next page...
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PHOGHRAM INFORMATION SHEET - PAGE TWO

2, Girant Program or Grant Category (cont’d)

k. Mative American/Mative Hawaiian L Bparks! lnktion Grants
Museum Services Sefect Museunt ar Library:

7 Programming "1 Museum

7] Professional Developmment [7] Library

[ Enhancemeant of Museum Services

3. Fegussl Information
a. VLS funds requesied: $097,843.82 b, Cost share amount: $832 432,10

4, Musewmn Proflle (Museum Applicants only}

a. Is the institution aithrer a unit of stale or iocal government or a private not-for-profit organization that has tax-exempt
status under the internal Revenue Code and that s organized on a permanent basis for essentially educational or

aesthetic puiposes? [JYes [INo
b. Does the institution own or Use tangible objects, whether animate or inanimate? [J Yes [ No
¢. Does tha institution care for tangible objects whethar animate or inanimate? {_] Yes [ No

d. Are these obiects exhibited by the institution to the general public on a regular basis through facilities the institution
pwns or operates? [_]Yes [INo

¢. I8 the institution open and exhibiting tangible objects to the general public at least 120 days a year through facilities the
insfitution owns or operates? {1 Yes [JNo

Institution’s stiendance for the 12-month period prior fo the application: Cnsite: Offsite:
Year the instiiution was first open and exhibiting fo the public:
Total number of days the institution was open 1o the public for the 12-month period prior to application:

f. Dees the institution employ at least one professional staff mamber, or the fulliime equivalent, whether paid or unpaid,
who Is primarily engaged in the acquisition, care, or exhibition to the public of tangible objects owned or used by the

institution? [1Yes [INo

Nurmber of full-time paid institution staff: Nurber of full-time unpaid institution statf
Number of part-time paid institution staff: Number of parl-time unpaid institution staff;
g. .
Fiscal vear Hevenue! Exnenses/ Budget deficit Budget surplus
Support Inceme | Dullays {if appiicabis)” (it applicable)”

Most recently
completad FY
Second most recantly

completed FY ‘

*If institution has a budget deficil or surplus for sither of the two most recently completed fiscal vears, please
explain the circumnatances of this deficit or surplus in the Text Responses section of the application.

5. Project Partners
In the space below, please list the names of any organizations that are official partners in the project. Al official partners
must includs a completed Partnership Statement Form in this package.

OCLC

&, Natlve Hawailan Organizetion Eiigibiiily (Native American/Native Mawalion Pregrams aniy)
ts the institution an sligible not-for-profit organization that primarily serves and represenis MNative Hawailans {as definad in
Title 20 U.S.C. Section 7517; if ves, see Proof of Eligibility reguiremenis)? [I¥es [ No

2 | OMB Numbey 3137-0071, Expiration date: 08/31/2013.
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PROGRAM INFORMATION SHEET - PAGE THREE

7. Institutional Profile (Native American Library Services Grants only)

a. Number of hours per week the library collection is accessible to patrons:

b. Number of stalf dedicated full-time to library operations:

¢. Number of staff with part-time library duties:

d. Number of items in the coliection {(books, journals, media):

&, Number of items checked out per vear:

f. Does library staff have access to the Internet? [] Yes [ No

g. Does the library provide public access to the Internet? ] Yes [7] No

h. Amount of operating budgst for library services in most recently completed fiscal year:

i Identify which of the foflowing actiVities will be supported by grant funds (check afl that apply):

1 Expand services for learmning and access to information and educational resources.

[ ] Develop libraty services that provide all users with access to information.

[ ] Provide electronic and other linkages between and among all types of libraries.

[] Develop public and private parinerships with other agencies and comm utity-based organizations.

[[] Target library services to help increase the access and the abflity to use information resources for individuals of
diverse backgrounds, with disabilities, or with lirnited functional literacy or information skills.

[_] Target library and information services to help increase the access and the ability to use information resources for
persons having difficulty using a library, and for underserved urban and rural communities.

1. Maintenance of Effort {check the appropriaie response):
[C]1 FY 2010 expenditures will equal or exceed previous 12 month grant period, Maintenance of effort is assured.
(] FY 2010 expenditures will not equal or exceed previous 12 month expenditure. Maintenance of effort is rot assured.
[[] Maintenance of effort does not apply.

8. Collection and Materlal Information (Conservation Project Support Grants only}
a. Type of Collection

[_1 Noniving {1 Natural history/Anthropology
] Animals, living ] Plants, living

b. Types of Materials. Use a scale from 1 (primarily affected) to 4 (minimally affected) to show which collection types are
primarily affected by the project: ,

acranaulics, spacefanplanas horolegical (clociks) pholography, negatives
animals, live landscape features, constructed photography, piinis
animals, preserved machinary phiysical stlence projects
anihropologic, ethnographic maiitirme, historic ships plants, live
archaeological medals . planis, preserved

books medical, dental, health, scuipture, indoor
Ceramics, glass, metals, plastics pharmacological scuipture, ouidoor
documents, manuscripis military, including weapons textifes and costumes
furniture/wooden objects motion picture, audicvisual tools

geological, mineral, musical instruments toys and dolis
paieontological nurnismatics {money) transpottation, exchiding
historie building paintings airplanes

historic sites _ phitatelic {stamps) works of art on paper

3 | OMB Number 3137-0071, Expiration date: 08/31/2013.
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Department of Library & Information Science, Rutgers University

7 Cyber Synergy: Seeking Sustainability through Collaboration Between
t Virtual Reference and Social Q&A Sites

—  Abstract

This project will result in development and testing of a prototypé Virtual Reference Services (VRS) system

enhancement to inform library services software and interface design. VRS, such as live chat and Instant

Messaging (IM), have established themselves as popular alternatives to the traditional face-to-face format of

— reference. Most libraries now offer VRS links on their websites, and statistics indicate that their use continues to
- grow. Led by co-principals Radford (Rutgers University) and Connaway (OCLC Online Computer Library

— Center Inc.), the IMLS-funded Seeking Synchronicity (2005~2008) project evaluated VRS from the perspectives

- of users, nonusers, and librarians.

— Since that study, a national economic crisis has dramatically impacted funding to libraries and library consortia.
— Although many institutions have worked to leverage their individual resources through state and regional VRS
" cooperatives, a number of these services have closed or are in danger of closing due to budget reductions. A
new project, Cyber Synergy: Seeking Sustainability through Collaboration Between Virtual Reference and
Social Q&A Sites, will extend the findings of Seeking Synchronicity and discover innovative ways to ensure that
-+ collaborative VRS projects remain sustainable. The new model of VRS will adapt to the current environment of
— reduced budgets through a seamless collaboration among services and between knowledge institutions such as
- libraries and the Social Q&A (SQA) community.

vber Synergy’s audiences include libtary users, practitioners, and managers, and its outcomes will be relevant
. to academic, public, special, and school libraries. The study’s impact will be global, as 20 percent of the 2,000
— libraries participating in OCLC’s VRS are located outside the US. Results will be of interest to those libraries
looking to make evidence-based decisions regarding the sustainability of online services in the face of budget
shortfalls; the enhancement of VRS through improved collaboration, accuracy, and effectiveness; and the

_ deployment of librarians’ subject expertise more effectively to meet user demands.

L]

— The 28-month project will be divided into four phases: Phase I — Transcript Content Analysis (10/2011 —
— 2/2013); Phase II - Telephone Interviews and Analysis (11/2011 — 12/2012); Phase III — System Design (9/2012
_ —6/2013); and Phase IV — System Implementation and Evaluation (8/2013 ~ 1/2014). During Phase [
. (Transcript Content Analysis), the researchers will conduct a longitudinal analysis of 500 randomly selected
. VRS transcripts and 1000 SQA site transcripts. Phase Il (Telephone Interviews and Analysis) includes in-depth
— phone interviews with 150 subjects from three populations: VRS users; SQA site users, and expert users, where
— an expert user is defined as someone who also answers questions; and VRS librarians. In Phase III (System
* Design) focuses on development of design specifications and construction of a system prototype to link VRS
~ and SQA services. Phase IV (System Implementation and Evaluation) involves implementing and evaluating the
_ designed system(s) and service(s) in a real-life, case study setting. Analysis, writing, and dissemination
continue until the end of the project which will be 9/2014.

~ The co-principal investigators of Cyber Synergy ave Marie L. Radford, Ph.D., Associate Professor (lead

_ applicant) at Rutgers University, School of Communication and Information; Lynn Silipigni Connaway, Ph.D.,
Senior Research Scientist, OCL.C Research; and Chirag Shah, Ph.D., Assistant Professor at Rutgers University,

- 8chool of Communication and Information.
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Department of Library & Information Science, Rutgers University

Cyber Synergy: Seeking Sustainability through Collaboration Between
Virtual Reference and Social Q&A Sites

1 Assessment of Need

1.1 Current Research Context

The proposed project is at the intersection of two major areas of research: virtual reference service (VRS), and
social Q&A (SQA). Its major goal is to create a synergic collaboration within and between VRS and SQA
services to provide higher quality content to their users and a higher level of sustainability to their respective
institutions. This project will result in development and testing of a prototype Virtual Reference Services (VRS)
system enhancement to inform library services software and interface design.

VRS, including live chat and Instant Messaging (IM) formats, have become well-established offerings now
found on the great majority of library websites. Including email reference, VRS have existed for more than 20
years (Sloan, 2006) and libraries have offered live chat for more than 10 years, with IM reference entering the
mainstream in 2008 (e.g., Introducing Qwidget, 2008) (See Attachment A for Cited References) . The ability of
libraries to continue offering VRS to users in their offices and homes is seriously threatened.

A growing body of research examines the quality of VRS, including attention to accuracy, interpersonal
dimensions, and ability to effectively provide instruction. Radford and Mon (2008) and Ross, Nilsen, and
Radford (2009) provide overviews of these findings. (See Attachment B for Additional Related Literature).
While numerous works look at usage and effectiveness of various VRS services, most are based on the
assumption of single user/patron and single source of information. Many professionals in the field are
challenging this assumption as we look for innovative ways to address the needs of information seekers in the
rapidly changing information landscape, as well as to provide a more effective and sustainable model for VRS
services. For instance, Shachaf (2010) asserts that existing reference models that assume “dyadic interaction”
(between two people) are limited. She describes “social reference,” as a collaborative endeavor that “may differ
significantly from the traditional (and digital) reference encounter by its social and collaborative nature that
involves group effort and open participation” (p. 67). She believes SQA sites to be virtual communities within
which social reference encounters could occur.

Pomerantz (2006) agrees that VRS must become more collaborative, although he asserts that library reference
has always been a collaborative effort between the librarian and the user, and that reference referrals have
typified ongoing and common collaboration between librarians. National VRS cooperatives (like QP) have
grown from 300 members in 2002 to more than 2000 today. According to Pomerantz (2006), today’s users want
answers, and if VRS does not become a more collaborative effort to provide these answers, users will go
elsewhere. Twidale and Nichols (1996) state that: “The use of library resources is often stereotyped as a solitary
activity, with hardly any mention in the substantial library science and information retrieval literature of the
social aspects of information systems” (p.177). Levy and Marshall (1994) also note that “support for
communication and collaboration is ... important for information-seeking activities, and ... indeed, support for
the former is needed to support the latter” (p.164). Hansen (2009) asserts that in these difficult budget times
there is an imperative to find the right collaboration model.

Given that an effective solution for creating better and more sustainable VRS is collaboration, a natural question
is how we should/could achieve it. Hertzum (2008) asserts that there is a need to establish common ground and
information sharing for collaborative work to take place. In the communication field, Gibson and Gibbs (2006)
studied virtual teams, collaboration, and innovation and found that there were barriers to collaboration at a
distance. These barriers included: Geographical dispersion (being physically distant); electronic dependence
(reliance on computer-mediated communication, with little or no FtF contact), structural dynamism (frequent
change in personnel), and national diversity (being from different nations or nationalities). One barrier they
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identified was geographic dispersion, which was also studied with regard to email reference (Portree, Evans,
Adams, & Doherty, 2008) and a factor in increasing the length of time spent on live chat queries (Radford &
Connaway, 2005-2008).

In library and information science (LIS), Pomerantz (2006) asserts that it is imperative to sustainability that
VRS collaborate to insure that users receive answers, not just to provide referrals or instruction on how to find
answers themselves. A seemingly natural choice for VRS is to collaborate with SQA, which has several
components similar to VRS, with the major difference being that the answers could be provided by virtually
anyone in the world. SQA, according to Shah, Oh, and Oh (2009), consists of three components: a mechanism
for users to submit questions in natural language, a venue for users to submit answers to questions, and a
community built around this exchange. Despite this short history SQA has already attracted a great deal of
attention from researchers investigating information-seeking behaviors (Kim, Oh, & Oh, 2007), selection of
resources (Harper, Raban, Rafaeli, & Konstan, 2008), social annotations (Gazan, 2008), user motivations (Shah
et al., 2008), comparisons with other types of question-answering services (Su, Pavlov, Chow, & Baker, 2007),
and a range of other information-related behaviors. Pomerantz (2008a) wrote about the “Slam the Boards” effort
in which librarians voluntarily pick up questions from SQA services, answer them, and declare themselves to be
librarians in order to educate the public about quality answers from information professionals.

From the standpoint of user satisfaction — with both the answer and the site — it would be a benefit to SQA sites
for there to be a mechanism to triage questions between sites. The question’s topic would be one factor in such
a mechanism, but other factors in evaluating quality of answers also could be valuable for this purpose. This
sort of triage is comparatively simple for a human to perform — and while time-consuming is in fact commonly
performed by librarians for digital reference services (Pomerantz, 2008a; Pomerantz, 2008b; Pomerantz,
Nicholson, Belanger, & Lankes, 2004) The QP reference service (http://questionpoint.org), an application for
managing a global collaborative of library reference services, also performs this sort of triage automatically, by
matching questions to profiles of individual libraries (Kresh, 2000). The level of complexity that such triage
systems are capable of performing pale in comparison to the complexity that a human triage can manage.

Cyber Synergy will explore how various library services, especially VRS, could (1) better employ existing and
frequently underutilized services (e.g., Naylor, Stoffel, & VVan Der Laan, 2008), as well as subject expertise of
librarians through virtual collaborations; and (2) connect with potential users and information seekers with SQA
services and social media sites, to create a more open, innovative, and sustainable pathway for the future.

1.2 Problem Statement and Research Questions

This project includes four main activities: (1) assessment of the quality of VRS (including accuracy,
interpersonal communication effectiveness, and providing subject expertise as needed) as well as SQA services
(including user’s motivation and satisfaction, and content quality); (2) exploration of constructing a VRS
system that allows for greater virtual collaboration and use of subject expertise; (3) investigation of how SQA
sites could help in the sustainability of VRS; and (4) collaborative system design and implementation.

The current model of VRS is often monolithic, in the sense that it works as a black-box, with questions going in
and answers coming out, without an easy way to extend the existing services or combine them with other sites
or services. This model is becoming difficult to support, especially in the current economic environment, which
has negatively impacted library funding across the country (“Branch Closings and Budget Cuts Threaten
Libraries Nationwide,” 2008; Goldberg, 2010; Henderson & Bosch, 2010), threatening and often implementing
“devastating service reductions” (“State Budgets Hammer Public Libraries Nationwide,” 2009, p.19). The
promise of high-quality, accurate, and effective 24/7 365 reference is now endangered by difficult economic
times that continue to negatively impact library funding, with predictions that “2011 may be worse than 2010
for many libraries, and that any recovery in library budgets will be slow” (Hersberger, 2010, p. 12). Standalone
VRS offered by individual libraries are more difficult to fund and staff and some have stopped operating,
including Carmel Clay Public, IN, and Colgate University, Hamilton, NY, in 2010 (see also Radford & Kern,
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2006). Collaborative VRS, although they effectively leverage consortia resources, have been discontinued or are
in imminent danger of doing so. The “Ask Montana” (http://askmontana.org/) statewide academic and public
consortia and California’s “Ask Now” (http://www.asknow.org/) public library group closed in 2010, and
Connecticut’s InfoAnytime VR project (http://www.ctlibrarians.org/) also has ceased operation.

VRS are evolving, with new developments coming at a quickening pace to enhance the user experience, and
recently allowing access to library services through text-messaging mobile devices and social networking sites
(e.g., Cassell, 2010; Cassell & Hiremath, 2009; Cole & Krkoska, 2011). Empirical data are needed, however, to
assess the effectiveness of these services. The reduction of library budgets increases the need to determine
opportunities to share resources and generate revenue through collaboration. SQA services provide such an
opportunity. The proposed research will provide evidence for modeling new library collaborative services.

Cyber Synergy will address the following major research questions (RQs), and specific sub-questions:
RQ1. What is the current state of VRS quality compared to longitudinal data and to Q&A Sites?

One of the first major questions that Cyber Synergy will tackle is the effectiveness of various VRS and SQA
services, quality of content provided, and their relative merits and shortcomings. Specific sub-questions under
this RQ are given below, some of which are partially answered by previous works, including those resulted
from the Seeking Synchronicity grant.

e How do live chat and IM (QW) transcripts compare in accuracy and interpersonal dimensions?

e What differences are there when transcripts are compared longitudinally to a sample collected in 2006-2007
(from Seeking Synchronicity)?

e How does accuracy compare between VRS and SQA sites?

e How does interpersonal communication compare between VRS and SQA sites?

RQ2. How can VRS become more collaborative, within and between libraries, and tap more effectively
into librarian’s subject expertise?

Reference desks (physical or virtual) are sometimes underutilized, or the kinds of information requests coming
to them are not appropriate for a given reference service or available staff (Naylor, et al., 2008). Creating an on-
demand collaborative among participating reference services at the same or even different institutions may
allow us not only to best utilize library resources, but also provide a more effective service to the patrons. The
Pls have recently started investigating the feasibility of this approach at Rutgers and a few nearby institutions.
An MLIS student, working with PI Shah, has interviewed reference librarians and policymakers to obtain
feedback on this idea. The proposed project will commence at a very appropriate time to use the findings from
this feasibility study and start exploring real solutions by addressing the following sub-questions.

e How can VRS subject experts be brought together with users who have questions requiring expertise?

e How can VRS better utilize existing and often idle subject expertise of VRS librarians on duty at any one
time for subject-specific questions?

e What is the best way to leverage subject expertise of the large numbers of VRS librarians available at any
one time?

RQ3. Can VRS be more sustainable through collaboration with SQA services?

VRS offer in-depth expert answering to information seekers, whereas SQA services, such as Yahoo! Answers
(http://answers.yahoo.com ), provide quick answers using crowdsourcing. The former is expected to have better
quality, whereas the latter has the advantage of a large volume. An interesting avenue to explore is how VRS
can collaborate with SQA services to provide more in-depth information when needed. Such collaboration may
allow SQA services to offer premium (paid) content to their large user-base, and VRS to create a new revenue
stream to support their sustainability. Pl Shah has established several connections with researchers and
policymakers at Yahoo! Answers, AnswerBag, and WikiAnswers over the past several years, which will serve
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as useful leads for exploring collaboration between these services and libraries. The specific sub-questions to
study under this RQ are the following:

e Would it be possible to review unanswered questions from SQA sites to determine if they could best be
answered by subject librarians?

e If so, would it be possible to find a way to push these to library chat or IM reference services for subject
experts to address?

e Would it be possible to generate revenue from these pushed questions by a fee-based system for
professional library help?

RQ4. How can we design systems and services within and between VRS and SQA for better quality and
sustainability?

Our investigations and findings for the previous RQs will provide us with guidelines for creating collaborations
within and between VRS and SQA services. These guidelines will be used to design and implement systems and
services that could help increase content and service quality, as well as create a new revenue stream for

sustaining the struggling library services. The specific sub-questions to address under this RQ are the following:

e s it possible to utilize computer-based triage systems to automatically sort by subject or by level of
difficulty for VRS?

e How can libraries move from a “pull” (users come to us) to a “push” (system going to their familiar and
convenient environment) to increase use of VRS?

e How can libraries effectively incorporate social networking media (like Twitter, Facebook, etc.) into the

VRS environment to better serve users?

What system design lessons can be learned from SQA sites?

How can a system aid virtual collaboration?

How can a system aid automatic routing of questions to VR librarian experts?

What lessons can be learned from SQA sites (like Yahoo! Answers, AnswerBag, etc.)?

1.3 Intended Audience

End-users and librarians alike will benefit from the project’s resulting knowledge, models, and systems. The
results of Cyber Synergy will be of special interest to library consortia or VRS managers looking for new
models of sustainability or for enhanced subject expertise during budget cutbacks. In particular, the results of
this research will be of special interest to reference librarians, VRS managers, and library administrators across
all different types of libraries, who are either experiencing budget shortfalls and are looking for innovative ways
to assure sustainability of online services, or who are interested in enhancing service by improving
collaboration, accuracy, and effectiveness, as well as in better utilizing the subject expertise of librarians to
meet users’ demands. It also will be important to those who may be contemplating the addition of 1M to their
reference service offerings or who are already involved in IM VRS and are seeking to improve service and who
want to make resource allocation decisions based on evidence.

The audience for this research is the global LIS community, since approximately 20 percent of the 2000
libraries participating in OCLC’s QP are outside the U.S., including Canada, the United Kingdom, Australia,
the Netherlands, and China. If funded, this study will provide valuable quantitative and qualitative data for VRS
managers to make informed decisions for the development of enhanced subject-related reference services. Also,
scholars in LIS have called for more research and the development of theoretical models for VRS (e.g., Lankes,
2004; Pomerantz, 2005; Pomerantz, et al., 2004, Saxton & Richardson, 2002; Shachaf, 2010).

The LIS research community will be another audience of Cyber Synergy since their work will be informed by
its findings. The Cyber Synergy project will develop a service model and a system allowing various VRS
services within and between institutions to collaborate seamlessly. A process model also will be proposed and
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tested for connecting SQA to VRS for generating a new stream of revenue for both the services. Thus, the
proposed project will be directly related to the users and administrators of both VRS and SQA services.

2 National Impact and Intended Results

The project will provide a valuable contribution to our national goal of making information more accessible and
applicable to larger audiences. It will produce transformative research with innovative models, services, and
tools. The proposed project will investigate ways in which a new and more sustainable model can be created by
seamlessly providing collaboration among the services within and between knowledge institutions. This may
result in collaborations among libraries to optimize use of their information servicing resources, and
collaboration between a library’s VRS and an SQA community to generate a new stream of revenue for each
institution. Below is a summary of Cyber Synergy’s National Impact and Intended Results.

2.1 National Impact

e Explore new revenue streams and increase the viability of VR library services, increasing VRS
sustainability.

e Develop library services that meet the specific needs of users, especially those with difficult or subject-
based questions (e.g., medicine, law, business, etc.).

e Develop and field test a prototype to inform software development and interface design for library services.

Develop guidelines for practice and recommendations for evaluation of VRS.

e Build on findings from Seeking Synchronicity grant related to comparison of chat vs. IM reference.

2.2 Intended Results

Develop an alternative model for librarians facing tight budgets to fund collaborative VRS.

Raise awareness of the importance of professional librarians in the broader population.

Enable subject specialists to better utilize their specialized information to better help users.
Longitudinally compare VRS chat, IM (QW), and SQA sites’ accuracy and communication effectiveness.
Have a positive impact on library users who will benefit from the development of improved services.
Enable researchers to develop guidelines for practice and recommendations for evaluation of VRS.

Have a major impact on library services’ viability and future library-development grant funding.

e Provide a possible venue for libraries in the social networking environment.

3 Project Design and Evaluation Plan

3.1  Description of Project Phases

The project addresses the above research questions and will be divided into four phases: Phase I, Transcript
Content Analysis; Phase I, Telephone Interviews; Phase 111, System Design, and Phase IV, System
Implementation & Evaluation. See Attachment C, Schedule of Completion, for a timeline of these phases. For
data analysis across phases | and Il, NVivo qualitative software (http://www.qgsrinternational.com/) will be used.
All identifying characteristics will be stripped from the VRS and SQA sites such as Yahoo! Answers, thus
assuring confidentiality and anonymity for participants. QP is used by approximately 2,000 libraries in 31
countries to answer approximately over 1 million VR questions per year (1,112,102 in 2010 of which 562,719
were live chat). In 2010, approximately 840 libraries conducted instant messaging sessions using QP’s QW, to
answer approximately 144,167 questions from 16 countries, including the US. We have an existing collection of
Q&A pairs from Yahoo! Answers that includes more than 2,000,000 questions with more than 15,000,000
answers, as well as about 1,000,000 user profiles (without any personally identifying information).
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We also plan on obtaining more data through our collaboration with Yahoo! Labs on this project. This large
population will allow the researchers to recruit a sufficient sample of IM VRS users for telephone interviews, as
well as transcripts for analysis. The insights obtained from these two phases will inform the design of new
services and systems in phase 111, which will be implemented and evaluated during phase V.

Phase | — Transcript Content Analysis. Phase | consists of a longitudinal analysis of 500 randomly selected
transcripts from QP’s VRS and 1000 randomly sampled Q&A pairs from Yahoo! Answers. The 500 VRS
transcripts include 300 live chat and 200 QW, Instant Messaging (IM) transcripts, collected from 6/2010
through 12/2010. A sample of Q&A pairs from Yahoo! Answers will be collected from 9/2007 through 2/2010.
(See Attachment D for Examples of live chat, QW, and Yahoo!Answers Transcripts.) This analysis will start in
10/2011 and is expected to continue for 16 months (until 2/2013). The analysis will build on methods and
coding schemes developed for Seeking Synchronicity (Radford & Connaway, 2005-2008) and results will be
compared to chat transcript analysis from that project. The QP and QW transcripts will undergo the following
analyses: (1) Evidence of collaboration and referrals; (2) Evidence of impact of geographic dispersion; (3)
Ready reference accuracy; (4) Interpersonal communication:(5) Query clarification; (6) Subject, (7) Types of
questions, (8) Duration and other time factors; (9) Type of library, (10) Type of user, when self-disclosed, and
(11) Presence and type of library use instruction. We will also analyze a sample of Q&A pairs from the large
sample collected from Yahoo! Answers to understand: (1) what type of questions are asked; (2) what is the
nature of the answers considered as most satisfactory and/or relevant; (3) which types of questions do not
receive any answers and why; and (4) accuracy of answers.

Phase Il — Telephone Interviews. In this phase, we will conduct in-depth phone interviews with 150 subjects
composed of: (a) users of QP live chat and QW, (b) users and expert users of SQA services (expert users are
those who provide more and better answers compared to regular users) and (c) VRS librarians. VRS users will
be recruited through a variety of methods, including posting to university and professional library listservs,
paper flyers posted at libraries and universities and on social networking sites such as Facebook and pop-up
invitations that appear at the end of VRS sessions. We will also reach out to SQA users by sending them
recruitment messages using the contact information available on their public profiles. Recruitment will begin
early and will continue throughout the grant period. The $30 honorarium budgeted for participation will aid
recruitment of participants. The interviews and analyses are expected to take 13 months (11/2011 to 12/2012).

Phase 111 — System Design. The major goal of this phase is to develop design specifications and a prototype of
a system that will link VRS as well as SQA services. The researchers will conduct four participatory design
sessions (one per week) with system developers and other experts (9/2012 to 12/2012). Participants will be
systems designers, and may include Rutgers PhD students and faculty as well as designers from the industry.
Sessions may be in-person or through video conferencing. These designers will be invited to Rutgers every
week for a session lasting one to two hours. The software developer from OCLC will join these sessions using
video conferencing. The developer also will travel to Rutgers to attend the last session in person and finalize the
design specifications generated through these sessions.

Next, we will create prototype design mockups (12/2012 to 2/2013) and conduct cognitive walkthroughs
(4/2013 to 6/2013). Cognitive walkthrough of a system/interface is a kind of heuristic evaluation, a systematic
inspection of a user interface design for usability (Nielsen, 1993, p.155). We will conduct these walkthroughs
with the help of a few select (6 to 10) experts and policy makers, which will include information technology
implementers, library administrators, and other decision makers.

Phase 1V — Implementation and Evaluation. The final phase of this project will involve implementation and
evaluation of the designed system(s) and service(s). The prototype developed in the previous phase will be field
tested (7/2013 to 8/2013), and implemented in a real-life practical application as a case study using a select
number of QP service groups (9/2013 to 1/2014).
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3.2 Evaluation Plan, Criteria, and Outcomes

Ultimately, the evaluation of the project will be measured by the extent to which researchers and practitioners in
LIS and developers of SQA sites use the results. The specific planned outcomes for this project include:

e Interim and final reports from the four research phases described above.

e A minimum of three juried papers per year, each designed to serve both as national and international
conference presentations and as journal article submissions. (See Communication section for details.)

e Guidelines and a prototype system for establishing and maintaining collaborations between VRS and SQA.

e Visits and downloads from the project web site and blog.

Evaluation of impact will include quantitative measures tracking the number of visits and downloads to the
project website, which will be hosted at OCLC. This gauge has been an effective indicator of impact of the
recently concluded IMLS-funded research project, Seeking Synchronicity, for which there have been a total of
10,000+ views of or downloads from that website. In addition, the researchers will document invitations to
speak, responses to blog and listserv postings, and libraries who request permission to duplicate
recommendations for practice, training materials, and other project products. Evidence that demonstrates how
VRS providers are using results for training, evaluation, and system design will be identified and documented.
These methods of assessment will provide quantitative evaluation data to assess project outcomes.

The project’s internal and external advisory boards will be given a report on the outcomes and progress of the
research every six months and will be asked to evaluate the accomplishments to date and to suggest ways to
improve productivity. They also will be consulted on any problems or obstacles that have been encountered, to
suggest ways to overcome them.

4 Project Resources: Personnel and Management

a. Personnel

The proposed project involves collaboration between researchers at Rutgers, The State University of New
Jersey and OCLC Research. The researchers at each location have expertise in the following: (a) interpersonal
and computer-mediated communication, emerging technologies, information needs assessment,
interdisciplinary research, qualitative and quantitative research methods, qualitative assessment of information
programs and services, VR and SQA sites, and information system development and design; (b) research
methodologies of user-oriented inquiry, survey research, in-depth interviewing, transcript analysis, and system
design and evaluation; and (c) extensive experience managing large, multi-year, interdisciplinary grant-funded
projects. The project team will hire one full-time project manager, preferably a post-doctoral student in the field
of LIS or communication recruited from Rutgers, who will oversee budgetary requirements and processes and
perform a liaison function between the Rutgers Internal Review Board and members of the research team.

The research and support team at Rutgers University will start with one doctoral research assistant and one
masters’ student in LIS (MLIS), then increase to two doctoral research assistants in years two and three of the
grant as data collection and assessment increases. The MLIS student will contribute across all three years of the
grant. In partnership with OCLC, contributing to the project on site at that location will be two masters students
appointed as research assistants, a programmer, and technical assistants. The post-doctoral project manager will
largely oversee the workloads of the graduate research assistants and help to structure the project data collection
and evaluation to build the students’ intellectual and analytical abilities over the course of the research project.

Additional goals for employing graduate students are to offer them invaluable first-hand access to research and
have them provide knowledge of the current LIS field. In addition, OCLC will provide 20% of a software
engineer’s time to coordinate all technical aspects, including the construction of a Web-based survey instrument
and travel for the Co-PI to 5 professional conferences during the 3-year project. The Co-Pls, the project
manager, and graduate students at Rutgers and OCLC will form a team to carry out research initiatives, analyze
data, and develop findings, and prepare documentation for dissemination to the wider LIS community.
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Since this project is global in scope and application, we have sought to identify other members of the LIS and
research community to contribute their ideas. To this end, a group of Rutgers University faculty and OCLC
personnel with expertise in digital environments, evaluation, system design and development, information
retrieval, communication, social networking, and virtual collaboration will serve as an expert Internal Advisory
Board (IAB) for the research project. These experts, selected for their proficiency in research methods and
ability to contribute to the project goals include: Nicholas Belkin, Michael Lesk, Mor Naaman, Jacek Gwizdka,
and Jennifer Gibbs from Rutgers. These IAB members will contribute 5% of their time to the project, which is
equivalent to two hours per week for the academic year. They will actively serve in a consultative capacity
throughout the project, providing intellectual guidance, administrative advice, alternative perspectives, and
suggesting additional ways to increase the impact of the project’s results and dissemination of ideas. A weekly
two-hour team meeting will be held, bringing in IAB members regularly as needed. At OCLC, IAB members
include Paula Rumbaugh and Susan McGlamery. The OCLC IAB members will contribute approximately 5
percent of their time to the project, equivalent to two hours per week for thirty-six months. These members have
an extensive background in the area of VRS, and have been leaders in VRS software and interface development.

In addition to the IAB, an External Advisory Board (EAB) has been appointed because of the practical
application of this research and importance in the area of LIS services. The EAB includes practitioners and
researchers from the LIS community with expertise in the development, administration, and evaluation of Web-
based library services and systems including VRS and social software integration. Members include: Joseph
Janes, Associate Professor, University of Washington; Julie Strange, Statewide Coordinator, Maryland
AskUsNow!; R. David Lankes, Associate Professor, Syracuse University; Jeffrey Pomerantz, Associate
Professor, University of North Carolina — Chapel Hill; Rich Gazan, Assistant Professor, University of Hawaii;
and Frederick Kenneth Schmidt, Director, Academic Relations, Yahoo! Labs. (See also Supporting
Documentation for External Support Letters).

The qualifications for the proposed co-principal investigators (Co-Pls), Marie L. Radford, Lynn Silipigni
Connaway, and Chirag Shah are briefly summarized below. It should be noted that Radford and Connaway
were Co-Pls of the Seeking Synchronicity: Evaluating Virtual Reference Services from User, Non-User, and
Librarian Perspectives, IMLS grant-funded project (2005-2008).

Marie L. Radford, Ph.D., is an Associate Professor at Rutgers University, School of Communication &
Information. Previously she was Acting Dean of Pratt Institute’s School of Information and Library Science.
She holds a Ph.D. from Rutgers and an MSLS from Syracuse University. A frequent speaker and prolific
author, her latest book is Reference Renaissance: Current & Future Trends (Neal-Schuman, 2010) co-edited
with Dave Lankes. She received the 2010 Isadore Gilbert Mudge award for distinguished contributions to
reference librarianship given by ALA/RUSA. She will devote 20 percent (one eight-hour day per week) of her
time during September through May and two months during the summer to this project.

Lynn Silipigni Connaway, Ph.D., is a Senior Research Scientist at OCLC's Office of Research. Prior to joining
OCLC Research, she was the Vice-President of Research and Library Systems at netLibrary. She has been on
the faculty of two LIS programs and the director of the Library and Information Services program at the
University of Denver. She has published in numerous journals, has co-authored the book, Basic Research
Methods for Librarians (2010), 5th edition, and is an active member of LIS professional associations. She has
supervised 11 national and international research grants in the US, UK, and New Zealand. She was a co-
investigator of an IMLS grant awarded to Ohio State University and of an IMLS grant awarded to Rutgers
University. She will devote 33 percent (13.5 hours per week) of her time for each year of the three-year project.

Chirag Shah, Ph.D., is an Assistant Professor, Rutgers University, School of Communication & Information.
Shah has a strong background in building and evaluating information systems through his MTech in Computer
Engineering at IIT Madras, India, and MS in Computer Science at UMass Amherst. He has been working in the
field of SQA for several years, resulting in several substantial contributions and recognitions, including a recent
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award from OCLC/ALISE for studying modalities, motivations, and methods for online Q&A. He will devote
20 percent (one eight-hour day per week) of his time during September through May and two months during the
summer to this project.

Résumés of the proposed co-principal investigators, the Internal Advisory Board from Rutgers University and
OCLC QP, and the External Advisory Board are included for additional information (See Resumes.pdf).

b. Management Plan

The three Co-Pls will share equal responsibility for the project management. A team approach will ensure
effective co-ordination of all activities. The project manager (post-doctoral student to be recruited) will help to
coordinate and distribute the workload in consultation with the Pls. All research protocols and instruments will
be developed by the Pls in consultation with the Rutgers and OCLC Internal Advisory Board. The Pls will
conduct all participatory design sessions and cognitive walkthrough sessions. Transcripts and individual
telephone interviews will be analyzed by the research team under the PIs’ and project manager’s direction. The
Pls will jointly administer the budget and coordinate the research phases, logistics and dissemination of results
with guidance from the Internal and External Advisory Boards. All interim target dates and schedules will be
developed and monitored by the Pls to assure that all deadlines are met. The Pls will take full responsibility for
keeping in close contact with IMLS and for delivering all required project reports and updates.

5 Communication Plan

Results will be widely disseminated to the global LIS community, and more broadly to different academic and
research disciplines, to government and industry, and to the general public. More specifically, the results will be
communicated through three presentations per year at relevant conferences and workshops at national and
international LIS professional and scholarly conferences such as: the American Library Association (ALA), the
Public Library Association (PLA), the Association of College and Research Libraries (ACRL), the Association
for Information Science and Technology (ASIST), ACM Special Interest Group on Information Retrieval
(SIGIR), and ACM Computer-Supported Cooperative Work (CSCW). Articles in juried LIS journals and
conference proceedings of at least three papers per year to be submitted to publications such as Reference and
User Services Quarterly (RUSQ), the Journal of the Association for Information Science and Technology
(JASIST), Library and Information Science Research (LISR), Journal of Human-Computer Interactions (HCI),
and The Library Quarterly (LQ). Please note that:

e Atrticles will explain the research methods, results, implications for practice, and recommendations for
development and evaluation of library services and systems.

e A project website will be created, designed, and hosted by OCLC to disseminate project reports, periodic
updates, and research findings. All findings, presentations, and article pre-prints will be available on the
web site. The data will be available to other researchers by request. The Rutgers” web site will link to this
site. OCLC Research has an open access policy to post pre-prints of all reports on its home page.

e Listserv and blog postings to disseminate research findings to library professionals with invitations to attend
conference presentations or to visit the website. Listserv and blogs are among the most frequently used
communication venues for librarians and are seen as a critical means for disseminating findings. The School
of Communication & Information (SC&lI) at Rutgers and OCLC have dedicated public relations staff to
disseminate information about important projects, publications, and recognitions to various lists, such as
JESSE (listserv for LIS researchers and educators,), research communities, as well as government bodies.

6 Sustainability

This project will be sustained in numerous ways. The results and prototype will be made available for other
researchers to implement and test. As the research is made available and cited, it will influence the development
of library VRS and Social Q&A sites. In addition, the inclusion of chat reference practitioners, LIS scholars,
and a representative from Yahoo! Answers on the External Advisory Board and QP staff and Communication
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and LIS scholars on the Internal Advisory Board will both assure cooperation between researchers and
practitioners throughout the project, and increase the probability that project findings will be implemented in the
ongoing design of VRS. Also, the pool of VRS and Yahoo! Answers transcripts that have been cleansed of
identifying information will be available to other researchers upon request.

The project will make the developed systems available freely not only for end-users but also for developers via
an open-source distribution model. This will help in ensuring the long-term viability for system development.
The system developed as a part of Cyber Synergy will employ a flexible, plugin-based architecture, allowing it
to be easily modified and employed into a number of situations and institutions without any specialized
technical skills. The findings and the products of this project will thus become applicable beyond Rutgers and
OCLC. The users of the systems developed through this project will be supported throughout the project, and
beyond, through the creation of proper infrastructure, such as online user forums hosted by OCLC.

This project also would serve as a catalyst for subsequent funded research opportunities for the co-investigators
to build on this research, as is demonstrated by their previous IMLS-funded research. One of the most
functional demonstrations of sustainability would be the development of a system that would provide a new
revenue stream for librarians facing tight budgets to find a way to fund collaborative VRS. Another is to
provide an effective means to connect users with subject-related questions to specialists. OCLC, and perhaps
other library Web service providers, will use the results of this research to develop or improve VRS that will
serve to sustain and build upon the findings.

As can be seen in the above discussion, the proposed grant is vitally important to the sustainability and
continued relevance of virtual library reference initiatives in this time of economic upheaval and budget cuts. It
is designed to have a significant impact on the quality and sustainability of digital library services.
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1985-1993 Ph.D. in Communication, lnformation, and Library Stadies. Rutgers, the State
University of New Jersey, New Brunswick, NJ.
1974-1975  ML.S.L.S. Syracuse University, Syracuse, NY.
1665-1573  B.A. in English Education, College of New JTersey (formerly Trenton State
College}, Bwing, NJ.

Recent Professional Experience
2004-Pres Associate Professor (tenured Fuly 2007). Schoot of Communication &
Information, Rutgers, The State University of NJ, New Brunswick, INJ
2002-2064  Acting Dean, School of Information and Library Science, Pratt Institute, NY, NY
1996-2004  Associate Professor (fenured 2001). School of Information and Library Science,
Pratt lnstitute, NY, NY. :
1984-1926  Head of Cuarriculum Materials (fenured 1991). Sarah Byrd Askew Library, The
William Paterson University of New Jersey, Wayne, NJ.

Puablications

Books (Selected)

Radford, M. L, & Lankes, R. D. (Eds.) (2010). Reference Renaissance: Current & Future
Trends. NY: MNeal-Schuman.

Ross, C. 8., Nilsen, K., & Radford, M. L. (2009). Conducting the Reference Interview, 7°° ed.,
NY: Neal-Schuman.

Radford, M. L. & Snelson, P. (Eds.) (2008). Academic Library Research: Perspectives and
Current Trends. Chicago: Association of College & Research Libraries, a Division of the
American Library Association. (Publications in Librarianship #59)

Lankes, R.D., Nicholson, 8., Radford, M. L., Westbrook, L., Silverstein, 1., & Nast, P. (Eds.)
(2008). Virtual Reference Service: From Competencies to Assessment. NY: Neal-
Schuman.

Radford, M. L., Bames, 5. B., & Bar, L. (2006). Web Research: Selecting, Evailuating, and
Citing. (2™ ed.). Boston: Allyn and Bacon Publishers,

Radford, M. L. (1999). The Reference Encounter: Interpersonal Communication in the Academic
Library. Chicago: Association of College & Research Libraries, A Division of the
American Library Association. (Publications in Librarianship #52).



Articles in Refersed Journals (Selected)

Radford, M. L., Radford, GG. P., Connaway, L. S. & DeAngelis, I. A., (in press, July 2011). On
virtual face-work: An ethnography of communication approach to a live chat reference
interaction. The Library Quarterly.

Radford, M. L., Connaway, L. 8., Confer, P., Sabolsci-Boros, S., & Kwon, H. (in press, spring
2011). “Am I getting warmer?” Query clarification in Hve chat virtual reference.
Reference & User Services (uarterly 50(3).

Connaway, L. 5. & Radford, M. L. (June, 2010). Virtual reference service quality: critical
compornents for adults and the net-generation. Libri 60(2), 165-180.

Connaway, L. §., Radford, M. L., Dickey, T. 1., Williamns, J. D., & Confer, P. C. (June, 2008).
Sense-malking and synchromicity: Information-seeking behaviors of Millennials and Baby
Boomers. Libri 58(2), 123-1335.

Radford, M. L. & Kem, M. K. (winter, 2006}. A multiple-case study investigation of the
discontinuation of nine chat reference services. Library & Information Science Research
28(4), 521-547.

Radford, M. L. (June, 2006). Encounlering virtual users: A qualitative investigation of
interpersonal communication in chat reference. Journal of the American Soctery for
Information Science and Technology 57(8), 1046-1059.

Grants & Awards (Belected)

2010 Received the Isadore Gilbert Mudge Award for distinguished contributions to reference
librarianship given by the American Library Association, Reference and User Services
Association, in the amount of $5000.

2005 “Seeking Synchronicity: Evaluating Virtual Reference Services from User, Non-User, and
Libravian Perspectives,” From the Institute for Museuim and Library Services (IMLS), for
the period of 10/01/03 to 3/31/08, in the amount of $684,996, Role: co-principal
investigator.

2004 *“Public Urban Library Service Education (PULSE),” Brooklyn Public Library in
partnership with Pratt Institate-SILS from the IMLS in the amount of $516,732 for
recruiting diverse librarians for the 21% Century. Role: Acting Dean, member of grant
writing team, and trainer.

Recent Scholarly Activities (Selected)

2010-2011 Vice-Chair, Chair- Elect, National Executive Board, Beta Phi Mu Honor Society

2010-2011 Vice-Chair, Research Coordinating Committee, Association of Coliege and
Research Libraries (ACRL)

200%-2011 Co-Chair, Contributed Papers Conunidttee, ACRL National Convention, 2011,
Philadelphia, PA

2009-2010  Co-Chair, Conference Program Reference Renaissance 2010: Current & Fuoture
Trends, Denver, CO.

O i N e A Y B N e EE A A B O

~

A I

S e S o N R Y e H o S e S A A

|

|



CURRICULUM VITAE

Eynn Sikpigni Connaway
Education:
Ph.Ex, 1992, University of Wisconsin - Madison. Degree in Library and Information Studies.
M.L.S., 1988, University of Arizona, Tucson.
Elementary Education/Media Specialist Certificate, 1982, Western State College, Gunnison, CO.
B.S.LS., 1977 Edinboro State University, Edinboro, PA.

Selected Publications:

Connaway. L. 3.. & Dickey, T. J. (2010). Towards a profile of the researcher of today: The digital information
seeker: Report of findings from selected QCLC, RIN, and JISC user behavior projects. [Available:
attprdfevny ise ac ul/medisfdocuments/publicaions/reports/20 1 Qidissalinformationseekerenortudf]

Connaway. L. 8., & Dickey, T. J. 2010). Towards a profile of the researcher of today: Whar can we learn from
JISC projects? Common themes identified in an analysis of JISC Virmal Research Environment and Digital
Repository Projects. [Available: hup.fie-
esesitory ise ac e 8 VinnalSeholar thenesFromPrasecis yovised ndft

Connaway. L. 8., Dickey, T. I, & Radford, M. L. (2010}, "I it is too inconvenient I uot going after it
Convenience as a critical factor in information-seeking behaviors. Accepted for publication in Library and
Information Science Research. '

LConnaway. L.5., & Powsll, R.L. (2010). Basic Research Methods for Librarians, 5% ed, Littleton. CO: Libraries

Unlimited.

Coanaway. L. 8.. & Radford, M. L. (2010). Virtual reference service quality: Critical components for adults and
Net-Generation. Libri, 60(2), 165-180.

Radford, M. L., & Connaway, L. 5. (2010). Getting better all the time: Improving communicaiion and accuracy in
virtual reference. In M. L. Radford. & R. D. Lankes (Eds.}, Reference renaissance: Current & future trends
(pp. 39-34). New York: Neal-Schuman.

Radford, M. L.. & Connaway. L. $. (2010), " stay away from the unknown, I guess.” Measuring impact and
understanding critical factors for Millennial Generation and aduit non-users of virtusl reference services, In
Online proceedings of the Fifih Avmual iConference. University of Hilinois ar Urbana-Champaign,
Febrgary 3-6, 2010, [Available: i s/nova s aive gdwiimacesiConforonoesi 20 iinenars? Progs

el

Radford. M. L., Connaway. L. 8., Confer, P., Sabolsei-Boros, S., & Kwon, H. (2010). “Am I getting warmer?”
Query clarification in live chat virtual reference. Accepted for publication in RUSQ.

Radford, M. L.. Radford, G. P., Connaway, L. 5., & DeAngelis. J. A. {in press). On virtual face-work: An
ethnography of two live chat reference interactions, The Library Quarterly.

Connaway, L.3., Radford, M.L., & Williams. F.D. (in press, 2009). Engaging Net Gen students in virtual reference:
Reinventing services to meet their information behaviors and communication preferences. Submitted for
publication in the Proceedings of the Fourteenth Annual National Conference of the Association of College
and Research Libraries, March 12-15, 2009, Scattle, WA, Chicago: ACRL/AL A,

Prasse, MLJ. & Connaway, L.S. (in press, 2009). Usability testing: Method and research. In Radford, M.L.. &
Snelson. P. (Eds.) Academic Library Researcii: Perspeciives and Current Trends, Chicago: Association of
College and Research Libraries. a Division of the American Library Association,

Connaway. L.5. (QOctober 2008). Make room for Millennials. NextSpace, 10. p.18-19, [Avsilable:
hitp=/ferww. ocle.org/mextspace/010/research.him]

O'Neill, E.T., Connaway, L.S.. & Dickey. T.J. (2008). Estimating the audience level for library resources. Journal of
the American Sociely for formation Science & Technology, 5%13), 2042-2030.

Connaway, L.5., Radford, M.L., Dickey, T.%., Williams. I, and Confer. P. (2008). Sense-making and
synchronicity: Information-secking behaviors of Millennials and Baby Boomers. Libr, 58(2), 123-135.

Connaway, L.S., Radford. MLL.. & Dickey. T.J. (20608). On the trail of the elusive ron-user: What research in virtual
reference environments reveals. ASEST Bullerin, 34(2), 25-28. [Available:

hitp:/ferww.asis.org/Bulletin/Dec-07/Bulletin_Decian08.pdf]

Connaway. L.S. & Radford. M.L. {2007). The thtill of the chase in cyberspace: A report of focus groups with live
chat librarians, faformed Librarian Online. [Available:
hutps/fwww.informedlibrarian.com/guestPorum o fmTFILE=g {0701 htmi]

Radford, M.L. & Connaway. L.8. (2007}. “Screenagers” and live chat reference: Living up to the promise. Scan,
26¢1), 31-35.



Counaway, L.S. (2007}. Mountains. vallevs, and pathways: Serials users’ needs and steps to meet them. Part It
Identifying serials users’ needs: Prelimdnary analysis of focus group and semi-structured interviews at
colleges and universities. Serials Librarian, 52{1/2}, 223-236.

Prabha, €., Connaway, L.S., Olszewski, L., & Jenkins, L. (2007). What is enough? Satisficing information needs.
foum(d of Documentaiion, 63(1), 74-88. [Available:

s www ocle crgsasearchipablic stionsfarchive/ 200 Tinmbha-smisfion g pdf]

Grants:

TISC, Information Euvironment Programune 2009-11, 2009, “Towards a Profile of the Researcher of Today: What
Can We Learn from JISC Projects? Commion Themes Identified in an Analysis of JISC Virtual Rescarch
Environment and Digital Repository Projects.” Lyan Silipigni Connaway, OCLC Research, Project Manager.
Project Website URL: hug:/fwws jisc ec nirwhatwedo/megrimnes nl? researehbehaviouwrsiady asps
Project Report URL: hitpdfie-revository yisg acuk/41 8.2 VinuaiScholar thamesPromProwets revesed.ndl

JISC, report, 2010. "Digitat Informmation Seekars: Report of Findings from Selected OCLC, RIN, and JISC User
Behavmw ijacts " Lynn Silipigni Connaway and T:mothy I, Dickey, OCLC Research. Project Website URL:
] Cubvnublicanonsispons/ 3. distalufonnationss c}ams aspx Project chorl: URL:

dinddocunmhtypublicanonsireports/z] i

Institute for Museums and Library Services Research Grant, 2005-2007. Seckmo Synchronieity: Evaluating Virtual
Reference Services from User, Non-User, and Librarian Perspectives.” Lynn Bilipigni Connaway and Mme L.
Radford, Rutgers University. Co- Principa[ Investigators. $684,996.00. Project Website URL:

S e ey b e ke A G S D s L e B0 v

Institute for Museums and Library Services Research Gmm. 2003-20035. “Sense-making the Information
Confluence: The Hows and the Whys of College and University User Satisficing of Information Needs.” Brenda
Dervin, Ohio State University. Principal Investigator; Lynn Silipighi Connaway and Chandra Prabha, Co-
Invcstwa.tors $480,542, plus matching from OCLC zmcl OSU. Project Website URL:
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University of Denver, Social Science Foundation Grant, 1998 “ldentifying and Representing Electronic Enginesring
Resotrees: A Case Study in Knowledge Management.” $2,830.

Engineering Information. Inc., 1997-38, Organization of the International House included in the Ei Village web site,
Select, index and abstract sites for the International House. §25,000.

TUhniversity of Waikato, Computer Science Department, 1996, “Tdentifying the Research Needs and Information-
Gathering Bebaviors of Computer Science Scholars in New Zealand,” Sally Jo Cunningham, University of
Waikato, Co-Investigatar. $3.000.

University of Missouri-Columbia, Alemni Faculty Development Incentive Award, 1995, "Organized Access to
Engineering Internet Resources Using Indexing Principles.” $1000.

Carroll Preston Baber Research Grant, American Library Association, 1995. “Organized Access to Engineering
Internet Resources Using Indexing Principles,” Danny Wa]iace, Lcuisiana State University, Co-Investigator,
$7,500. Project Website URL: yip:dwenw dy edurmgbrowinbabe

University of Missouri-Columbia, Summer Research Feﬂowshlp and Rcsearch Council Grant, 1994, “Decision-
Making in Academic Library Technical Services.” $6,000.

Mountain Plains Library Association, Professional Development Grant, 1987, 1990, and 1997.

Work Expericrce!

Tuly 2003 te Present: OCLC Online Computer Library Center — Dublin, OH. Senior Research Scientist.

August 1999 to June 2003: netLibrary, a division of OCLC Online Computer Library Center ~ Boulder, CO. Vice
President, Research and Library Systems.

Fall 1993 to August 1999: University of Denver - Denvar, CO. Library and Information Services Department,
University Colleore Drirector and Associate Clinical Professor.

Winter 1993 to Susumer 1995: University of Missouri - Columbia, Columbia, MO. School of Eibrary and
Informational Science. Assistamt Professor.

Spring 1992: University of Wisconsin - Madison, Madison, W1 School of Library and Information Studies (SLIS).
Instructor,

Fall 1998 to Spriag 1992: University of Wisconsin - Madison, Madison, WI. SLIS. Teaching Assistant

1989 to 1990: University of Wisconsin - Madison, Madison, WL Instructional Materials Center. Reference and
Catalog Librarian.

1988 to 1989: Mesa State College Library, Grand Funciion, CO. Head of Technical Services and Cataloging.

1984 to 1986: Mesa State College Library, Grand Junciion. CO. Assistant Cataloger,

1977 to 1978: Big Beaver Falis Area School District, Beaver Falis. PA. Elementary School Librarian.
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Chirag Shah

Professional Preparation:

DDIT, India Computer Enginecring BE, 2000
Indian Institute of Technology Computer Science & MTech, 2002
Madras, India Engineering

University of Massachusetts, Amherst Computer Science MS, 2006
University of North Carolina, Chape! Information & Library Science PhD, 2010
Hill ‘

Appointments:

Assistant Professos, Rutgers School of Communication & Information (SC&T), Fall 2010-present,
ASIST Member, 2008-present.

ACM Member, 2000-present,

IEEE Stndent Member, 1997-2002.

Microsoft Certified Professional, 1999-present.

Chairman of TEEE Student Branch at Nadiad, India, 19931999,

Five Related Publications:

1.

2.

Shah, C, and Marchionini, G (2010). Awareness in Collaborative Information Seeking. Journal of
American Association of Information Science and Technology (JASIST), 61(10),1970-1686.

Shab, C. & Gonzalez-Tbanez, R (2019). Exploring Information Seeking Processes in Collaborative
Search Tasks. Proceedings of American Society of Information Sciesnce and Technology (ASIST).
Pittsburgh, PA, October 22-27, 2010,

Shah, C. (2010a). A Framework to Support User-Centric Collaborative Information Seeking. PhD
Dissertation. School of Information & Library Science (SILS), UNC Chapel Hill. Renieved from
http://comminfo.rutgers.edu/~chirags/papers/Shah_Dissertation.pdf.

Shah, C. (2010b). Working in Collaboration - What, Why, and How? Proceedings of Collaborative
Information Retrieval workshop at CSCW 2070, Savannah, GA.

Shah, C., Marchionini, G., & Kelly, D (2009), Leaining Design Principles for a Collaborative
Information Seeking System. Froceedings of ACM SIGCHI Conference 2009, Boston, MA. April 4.9,
2009, Pages 3419-3424,

Five Other Significant Publications:

i.

2.

3.

Shah, C., Oh, ., & Ok, J. 5. Research agenda for Social Q&A (2009). Library & Information Science
Research (LISR), 31 (4), 205-209.

Shah, C (2010). Supporting Research Data Collection from YouTube with TubeKit, Journal af
Information Technology & Politics (JITP), 7 (2-3), 226-240.

Shah, C., & Marchionini, G (2008}. Hunting for Hip, Hipsters, and Happenings on YouTube.
Proceedings of ASIST 2008 Annual Meeting. Columbus, OF. October 24-29, 2008. Pages 1-16.
Shah, C., Oh, 1. 8., & Oh, S. (2008). Exploring characteristics and effects of user pasticipation in
online social Q& A sites. First Monday, 13(9).
http:/fwww.aic.edu/htbin/cgiwrap/bin/ojs/index.php/fim/article/view/2 182/2028

Shah, C, and Marchionini, G (2008). Captuzing Relevant Information for Digital Curation. Bulletin of
{EEE Technical Committee on Digital Libraries, 4(1), Spring 2008. heip://www icee-
tcdl.org/Bulletin/vdn1/shab/shah2 himi



Synergistio Activities:
¢ QOrganizer of Workshop on Collaborative Information Seeking at ACM Group 2010 conference.
»  Chair for the Information Retsieval track at HLT-NAACTL 2009 Student Research Workshop.
. = Program commifice member for SEGIR Conferences {2009-20113.
o Program committee member for JITF 2000 and ITTP 2011 Conferences.
«  Developer of tools such as ContextMiner, TubeKit, and Coagmento for supporting individual and
collaborative information seeking, mining, and analysis.
¢ Awards and honors received:
»  Best Political Science Software Award to ContexiMiner by American Political Science Association.
*  3rd prize (3500} for the paper at YouTube and 2008 Elections Cycle conference.
e  Best paper award ($1000) at ACM SIGIR 2008 Conference.
*  Invited keynote speaker at the workshop on Social IR at University of Holguin's International Conference,
Cuba.

Collahorators and Co-Editors: )

Nick Belkin (Rutgers); Robert Capra (UNC Chapel Hill); W. Bruce Croft (UMass Amherst); Jonathan
Poster (University of Sheffield); Xin Fu (Google); Gary Geisler (University of Texas at Austin); Gene
Golovehinsky (Fuji Xerox Palo Alto Lab - FXPAL); Roberto Gonzalez-Thanez (Rutgers); David Jensen
(UMass Amberst); Paul Jones (UNC Chapel Hill);, Diane Kelly (UNC Chapel Hill); Eguchi Koji (Kobe
University), Japan; Cal Lee (UNC Chapel Hill); Gary Marchionini (UNC Chapel Hill); Richard Marciano
(UNC Chapel Hill); Sanghee Oh (Florida State University); Jung Sun Oh (University of Pittsburgh);
Jeremy Pickens (Fuji Xerox Palo Alto Lab — FXPAL): Jeffrey Pomerantz (UNC Chapel Hill); Marie
Radford (Rutgers); Terrell Russell (UNC Chapel Hill); Dhavan Shah (University of Wisconsin-Madison);
Helen Tibbo (UNC Chapel Hill)

Graduate Advisors: W. Bruce Croft (University of Massachusetts, Amberst); Gary Marchionini
(University of Morth Carolina, Chapel Hill).
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Resume

Susan MeGiamery

QuestionPoint Senior Product Manager
QOLLG, Ing,

January 19, 2011

Educstion
1981 B.A. in Political Science — University of Norih Carolina, Chapel Hill, NC

1984 J.D, —Mercer Law School, Macon, GA

1987 Masters in Library Science—8t. John’s University, NY

Employment

2004 — Present OCLT Online Computer Library Center, Inc. Dublin, OH
Global Product Manager, QuestionPoint

1996 — 2004  Maetropolitan Coopsrative Library System, Pasadensz, CA
19989 - 2004 — Director, 24/7 Referance
1996 - 1899 — Refarance Supervisor, MCLS Refersnce Centar

1993 — 1998  Heference Librarian, RAND Corporation, Santa Monica, CA

1989 — 1993  Reference Librarian, University of Southern California Law School, Los Angeles

CA
1987 — 1989  Reference Librarian, Paul, Weiss, Rifkind & Garrisan, New York, NY

18851887  Librarian, King's County District Attorney’s Office, Brooklyn, NY
1984 — 1985  Attorney, Altman, Krietzer & Levick, Atlanta, GA
Professionsl Organizations

American Library Association, Reference and User Services Division
Committee work: Reference Services Section, Cooperative Refarence Committes
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Paula Rumbaugh
814-764-6433
rumbaugh@oclo.org
Eduestion
1964 — 1968

Ohio Northern University — Ada, Chio
Bachelar of Science in Music Education

1982 — 1983
Ball State University, Muncie, Indiana
Masiers in Library Science
Research paper on self-censorship in public libraries

Experience

1968 — 1976
Frederick Ungar Publishing Co., New York, NY
Book editor

Frederick Ungar published pnman!y bio-literary criticism referance works, such as the 4-
volume Encyolopadia of 20" -Certtury Literattire and the Modern Literature Maonograph
series.

1877 — 1885
Lima/Allen County Public Library, Lima, OH
Reference Librarian )
Assisted with walk-in and telephone information needs
initiated ILL raquests via the QCLC ILL service
Oversaw introduction of the first patron PCs in the library

1985 — Present
OCLC Oniine Computer Library Center, Inc., Dublin, OH

1985 ~ 1987 User Documentation Depariment, writer

1987 — 1990: Reference Services Division, Support Analyst for this newly formed
division

1920 — 2000: FirstSearch, Product Mahager

2000 — present: QuestionPoint, a 24/7 Reference Service, product managet/analyst.

In July of 2000, as part of the OCLC strategic planning process, worked:
with a team of researchers, librarians, developers, and marketing
individuals to study the environment and needs of reference librarians and
users in the context of the World Wide Web.

Worked with Library of Congress staff on integrating its globat reference
network, the Collaborative Digital Reference Service (CDRS) with an
QCLC in-progress virtual reference desk cooperative toolsat.

In June 2002, the QuestionPoint service, a virtual refarence management
service and world-wide collaborative network, was introduced.



fr 2008, QuestionPoint mergad with the 24/7 Reference Seivice to provide
24-hour live chat setvice in the United States and at various poinis around
the glabe.

Also at OCLC:  Inclusion Counci] member 2004-2008.
Organtzad all-staff program on software acecessibility for the visually
imbaired, October 2006,
Organized week-long visit for Dr. Scott Nicholson, Svracusa University,
consisting of presentations, seminars, brainstorming session, and
meetings relating to data- and bibliomining.

' Professional Organizations
American Library Assocciation.
Cooperative Referance Services Comimitize (RUSBA Division, Reference Services
Section), 2002 - 2006

Pubiications and Preseniations

“Is Reference Really Quick and Easy?” Reference Renaissance 2010, Inventing the
Future, Genver, CO

“An Intemational Comparison of Virtua! Reference Services.” Reference & User Services
Guarterly, Summaer2016, Vol. 49 lssue 4, p360-368

“Knowledge Management in Today’s Library Reference: Doaes the Knowledge Base Fill
the Bill?" LIDA 2008 Conferance, Duprovnik, Croatia.
riin Swenw o hdidedda 2008/ g am)

“Are Librarians Missmg a Continuing Education Opportunity? An international
Comparison of Virtuai Reference Services, " IFLA 2007 Conference, Durban, South
Africa. miln el orodVARS T mapers 151 Olsrowel: Fumbaush-on pdb

“Moving from Virtual to Coilaboratwe Refererce Sarvice Maodels,” with Lorraine Normore:
Proceedings of the Virtual Reference Desk Conference, 2001

Numerous presentations on QuestionPoint and the QP knowladge bases at ALA and
VIRD conferences, local library conferances, CO-ASISET, OCLC Members Coungil,
and QCLC advisory committees

Researeh Profects
Currerst
Reference Exiract. OCLC/Syracuse University Information instituie/MWashington
University information School cotlaborating with Zepheira, Inc. on a Mcflrthur
Foundation funded project 1o prototype an internet “cradibility search engine.”
Early prototyping and research are based on librarian-answered questions as
evidericed in QuastionPoint transcripts.
Data- and Billomining of completed Q&A transaciions, ongoing

Past

Analysis of QuestionPoint e-mail question/answar transactions from 23 non-U.S.
countrles, with Larry Olszewski, Current pritnary focus is on comparison of 2006
and 2008 data. Earlier, the 2006 study focused on identifying differences among
the cultures and secondarily on the use of completed transactions for hbrary
training purposes, 2006-2008

Assist Lynn Connaway arxd Marie Radferd In thelr current research, "Sesking
Synchronicity: Evaluating Virtual Reference Services from User, Non-User, and
Librarian Perapectives” 7

Survey on the use of the QuestionPoint Knowledge bases, 2008

Study on knowledge management in library reference departments, 2004-2005

Beference in Context, with Lorraine Normore and others, 1988,
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BIOGRAPHICAL SKETCH — Mor Noamen

Schoot of Communication and Information
Rutgers, The State University of New Jersey

4 Runtington Street, New Brunswick, NJ 08901
mor@rutgers.edu (732) 932-7500x8284

Professional Preparation

Tel Aviv University, Ramat Aviv, Istael
B.A. in Computer Sclence and Business Management (1999)

Stanford University, Stanford, CA
Ph.D, in Computer Science (20058}

Appointments

Assistant Professor, 2008-Presant

Rutgers, The State University of New Jersey

School of Communication and Information

Department of Library and Information Stience

With courtesy appointiment at the Department of Computer Science.

Research Tesm Lead / Resesrch Scieniist, 2005-2008
Yahoo! Research Berkeley, Berkeley, CA

Pubiications (Recent)

(2010) Nicholas Diakopoulos, Mor Naaman, and Funda Kivran-Swaine. Diamonds in the rough:
Social media visual analytics for journalistic inquiry. In Proceedings, VAST “10.
{2007) Shane Ahern, Mor Naaman, Rahul Nair, Jeannie Yang. World Explorer: Visualizing Aggregate
Data from Unstructured Text in Geo-Referenced Collections. In proceedings, JCDL ‘07.
(2011) Nicholas Diakopoulos and Mor Naaman, Towards Quality Discourse in Online News
. Comments. In Proceedings, CSCW “11. '
{2009) Lyndon Kennedy and Mor Naaman. Less Talk, More Rock: Automated Organization of
Community-Contributed Collections of Concert Videos;: In Proceedings, WWW ‘09,
{2010) Mor Naaman, Jeff Boase and Chih-Hui Lai, Is it Really About Me? Message Cantent in Social
' Awareness Streams. In Proceedings, CSCW 10,
(2007) Morgan Ames and Mor Naaman. Why We Tag: Motivations for Annotation in Mobile and
Online Media. In Proceedings, CHI '07.
(2010} Hila Becker, Mor Naaman and Luis Gravano, Learning Similarity Metrics for Event
Identification in Social Media. In Proceedings, WSDM ‘10,
(2006) Cameron Marlow, Mor Neaman, danah boyd, Marc Davis. HT06, Tagging Paper, Taxonomy,
Flickr, Academic Article, TeRead. In Proceedings, HYPERTEXT ‘06,
(2004} Mor Naaman, Yee Jiun Song, Andreas Paepcke, Hector Garcia-Molina, Automatic
Organization for Digital Photographs with Geographic Coordinates. In proceedings, JCDL 04,
{2007) Tye Rattenbury, Nathan Good, Mor Naaman. Towards Automatic Fxtraction of Event and
Place Semantics from Flickr Tags. In Proceedings, SIGIR "07.



Synergistic Activities

- Lad the development and research aciivities of profotypes like ZoneTag, Zurfer, TagMaps, and Fire

Eagle that were publiicly deployed and adopted by thousands of users; extensively publishad and
talksd about the work in various forums.
- Actively transferred to Yahoo! product teams (Image Search, Yahoo! Local, Flickr) technologies
with a potential to affect the lives of millions. For example, the Fire Fagle location-sharing platform
is now an official Yahao! product.
- Performed ongoing service for the academic community, including Program Chair at 3CDL. 2008,
Associate Chair at CHI 2011, CSCW 2610 and 2011; Initated the ACM Multimedia Grand Challenge
and lead the first MMGC at Multimedia 2009,
- Reached out to hic-diversity researchers during Stanford PhD work;. developed a collaboration that
later became BioACT, a NSF-funded project {PI: Hector Garcia-Molina).
- Awards and Honors Recefved:

= Vannevar Bush Best Paper Award, Joint Conference on Digital Libraries (2004)

« Yanneavar Bush Best Paper Award, Joint Conference on Digital Libraries (2007)

» Best Paper Award, International Conference on Weblogs and Social Media (2009)

» Rutgers SC&J Library and Information Science Department Faculty Research Award (2010)

» Deslgnated mentor for Computing Innovations Fellow Nicholas Diakopoulos {2009, 2010)

e Kaynote speaker at SAGEO 2010, 857D 2009, SAMT 2008; Northeast DB/IR Day 2008,

Coflaborators

Past 48 Months:

Morgan Ames (Stanford), Shane Ahern (current affifiation: Rearden Commerce), Hila Becker
(Columbia), Jeffrey Boase (Rutgers), Jose Borbinha (Institute Superior Téenico, Lisboa), danah bovd
(UC Berkeley), Tag Seng Chua (National University of Singapore), Marc Davis (Invention Arts),
Nicholas Diskopoulos (Rutgers), Dean Eckies {Stanford), Nathaniel Good (independent}, Simon King
(Yahoo!}, Funda Kivran-Swaine (Rutgers), Priva Govindan {Rutgers), Luis Gravano (Columbia), Amy
Hwang (Microsoft), Mohamed Ismail (NJIT), Alexander Jaffe (Washington), Quertin Jones (NJIT),
Viad Kaplun (uknown), Lyndon Kennedy (Yahoo!} Chih-Hui Lai (Rutgers), Jessica Lingel {Rutgers),
Cameron Marlow (Facebook), Sara Motahari (NJIT), Rahui Nair (Yahoo!), Qded Nov (NYU
Polytechnic), Tye Rattenbury {Intel), David Ayman Shamma (Yahoo!), Mirjana Spasojevic (Nokia),
Tamir Tassa (Open University of Israel), Nancy van House (UC Berkeley), Jearmie Yang (Yahoo!),
Tayebeh Yazdani (Rutgers), Chen Ye (University of Hlinois-Chicage}, Ron Yeh (Coofiris), Zihao Yu
(Putgers), Sotlrios Ziavras {NIIT).

Dissertation Adviser, other advisers (Stanford University)

Graduate Advisor: Heckor Garcia-Molina, Graduate advisor and thesis reader: Andreas Paepcke.
Thesis Reader: Terry Winagrad.

Students supervised ar directed {last five vears}

[Including Master's Thesis students, and PhD students advised outside of their thesis] Hrishikesh
Bakshi, Semeiti Bhagat, Priva Govindan, Funda Kirwan-Swaine, Sarah Legins, Jessica Linge!, Zihao Yu
{Rutgers).
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BIOGRAPHICAL SKETCH

Jacek Gwizdka, Assistant Professor
Bepartment of Library and Information Science
School of Communication and Information, Rutgers University
4 Huntington 5t., New Brunswick, NJ 08901, USA
+17329327500 %8236 jacekg fat] reirutgers.edy htip:/fwrvwrw comminfo rotgers.edu/~acekg/

Educartion

University of Toronto, Canada - Psychology Post Doc 2004-2005

University of Toronéo, Canada Industrial Engineeting (Human-Computer Ph.D. 2004
Interaction)

University of Toronto, Canada [nduswial Engineering (Information Systems) M.A.Sc. 1998

Techrical University of Lddz, Poland Eleotrical Engineering (Control Systems) M.Eng. 1983

Academic and Research Experience

2005 ~ present:  Assistant Professor, SC&I, Rutgers University, New Brunswick, NJ
2004 - 2005:  Adjunct Professor at the Faculty of Information Studies, University of Toronte, Canada
1999 & 2000:  Research Intern, Xerox PARC, Palo Alto, CA

1999 Knowledge Engineer and Software Designer, Personification Inc., Toronts, Canada
i998: Research Intern, HP Labs, Palo Alto, CA

1997: Research Intern, FXPAL, Palo Alto, CA

1995-1998 Research Assistant, Enterprise Integration Laboratory, University of Toronto, Canada
1990-1994: Software Engineer, Lanworks Technologies Inc. & All Compnuters Inc., Toronto, Canada

Publeations (18 selected)

i. Gwizdls, J. (2010}, Distribution of cognitive load in web search. Journgl of the American Society for
Information Science and Technology, 61(11), 2167-2157.

2. Liu, C., Gwizdka, J., Liu, I, Zu, T., & Belkin, N.J. (20100, Analysis and evaluation of query reformulations in
different task types. Proceedings of the 73vd Annual Meeting of the Amevican Society for information Science &
Technology (ASIS&T 2616).

3. Liv, L, Gwizdka, I, Liy, C., & Belkin, N.J. 2010). Predicting task difficulty for different task types.
Proceedings of the 73vd Annual Meeting of the Anievican Society for Diformation Science & T echrology
{ASIS&T 20100

4. Cole, M1, Gwizdka, L., Bietig, R., Belkin, NJ.,, Liy, I. L, C., & Zhang X. (2010). Linking search tasks with
low-level eye movement patterns. In W-P Brinkman & M. Neerinex (Fds.) Proceedings of the 28tk European
Conference on Cognitive Ergonomics. (pp. 109-116). Delft: Mediamatica,

5. Gwizdika, J. (2010b). Using Stroop task to assess cognitive load. In W-P RBrinkman & M. Neerinex (Eds.)
Froceedings of the 28th European Conference on Cognitive Ergonomics (ECCE 2010} (pp. 219-222). Delft:
Mediamatica.

6. Liy, C., Gwizdka, J., & Lin, J. (2010). Helping identify when users find useful documents: Examination of
quety reformulation interval. Proceedings of the 3rd Information Interaction in Context Symposiem 1502010,
New Brunswick, NI Angust 18-22, 2010. (pp. 215-224).

7. Gwizdka, §. & Lopatovska, 1. (2009). The role of subjective factors in the information search process. Jowrnal of
the dmerican Saciely for Informarion Science and Technology, 60(12), 2452-2464.

8. Gwizdka, J. (2009a). Whet a difference a tag cloud makes: Effects of tasks and cognitive abilities on search
resalts interface nse. fnformation Research, 14(4), paper 414. Available online at <hitp:/finformationr.net/ir/14-
4/paperd 14 htmi>. )

9. Gwizdka, J. (20095). Assessing cognitive Joad on web search tasks. Ergonomics Open Jouwrnal, 2, 114-123,




BIOGRAPHICAL SKETCH

10. Gwizdka, J. (2008). Revisiting search task difficuliy: Behaviersl and individual difference measures.
Proceedings of the 71st Anmiai Meating of the American Soclety for Iformation Science ond Technology: Vel
45, Silver Spring, MD: (ASIS&T).
11.Gwizdka, 1., Spence, L. (2007} Implicit Meagures of Losmess and Success in Web Mavigation. Fnteracing with
Computers. 19(3). 357-368,
12. Gwizdka, J. Chigaell, M.H. (2007). Individual Differences. In W. Jones and J. Teevan (Eds.) Personal
Information Management, {pp. 206-220). University of Washington Press: Seatile and London.
13. Gwizdka, J., Chignell. M.H. (20064). Individual Differences and Task-based User Interface Evaluation: A Case
Study of Pending Tasks in Email. Jnteracting with Computers. 16 (43, 769-797.
14. Gwizdka, J. (2002). TaskView--Design and Evaluation of 3 Task-based Email Interface. Proceedings of the {83
Centers jor Advanced Studies Conference; CASCON 2002, Toronto, Canada. 136-143.
15. Xuchinsky, A., Perng €, Freeze, D, Creech, M., Serra, B., Gwizdka, J. (1999}, FotoFile: A Consumer
Muitimedia Organization & Betrieval System. Proceedings of the 408 Conference on Human Faciors in
Computing Systems CHT'09. ACM Press. 496-503,

Selected Research Grants and Awards

2611 Implicit Detection of Relevance Decisions and Affect in Web Search ($71,579). Google
Researclh Award

2008-2010: Personalization of the digital library experience ($964,887). Institute of Museum and Library
Services {IMLS). Co-Frincipal Investigator, with Dr, Nick Belkin (PI) & Dr. Xiangmin
Zhang (Co-PI).

2008-2010: Mobile iThinking — Mobile tablet computers for active learning ($83,720), 2008 Hewlett
Packard Teaching Grant. Principal Investigator, with Dr. Claive Mclnemey (Co-PI).

Research Highlights

D Jacek Gwizdka conducts research in human-information interaction with a particular focus on the
relationship between a user’s cognitive and affective characteristics in thelr interactions with computer-
mediated information environments. This incindes the study of searching for information, navigating the
Web, and other activities. His research objectives include both the characterization and the enhancement
of these interactions, His past research includes sxamination of effects of cognitive abilities on
information finding, pen-hased interfaces (a.lca. tablet PC) for information capture, and email interfaces
for pending task awareness. Dr. Gwizdka’s current research interests include personalization, implicit
user profiling based on rich interactien data and on physiological signals, and application of cognitive
neuroscience to information seeking. Dr. Gwizdka is a imember of ACM, ACM-SIGCHI and ASIS&T.

Graduste Advisors

Dr. Iem Spence, Postdoctoral Advisor, University of Toronto
Dir. Mark Chignell, Doctoyal Advisor, University of Toronto
Dr. Mark Fox, Master Thesis Advisor, University of Toronta
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Biographical Sketch, Nicholas I. Belkin

(a) Professienal Preparatisn

Institucion Major Degree &Year
Untversity of Washington (Seattle) Russian Language & BA, 1968
Literature
University of Washington (Seattle) Librarianship MLih., 1970
University College, University of Information Studies PhD., 1977

London

{b) Appoinfinents

Dafes Employer Position
7.98-date  Ruigers University, New Brunswick, NJ Professor 0 of Information Science
7.07-6.08 Rutgers University, New Branswick, NJ Director, Ph.D. Program in Communication,
" Information & Library Studies
7.02-6.05 Rautgers Udversity, New Brunswick, NJ Chair, Department of Library and
Information Science
7.99-6.02 Rutgers University, New Brunswick, NJ Ditector, Ph.D. Program in Communication,
Information & Library Studies
494.1.95 Institute of Systems Science, National Visiting Scientist
University of Singapore
5.85-6.98 Rutgers University, New Brunswick, NJ Professor of Informmation Science, Member
School of Communication, Information & of the Ph.D. Program in Communication,
Library Studies Information & Library Studies; from 9.94 1o

date, Affiliate of the Rutgers Center for
Cognifive Science; from 7.96 to date,
Member of the Rutgers Graduate Program

_ in Psychology

$.82-4.83 Free University, Berlin, Germany Senior Research Fellow
Faculty of Communication -

9.79-8.80 University of Westem Ontario, London, Vistting Associate Professor, Information
Canada, School of Library and Information Secience
Science

9.75-8.85 The City University, London, England iecturer in Information Science, from
Department of Information Science 16,81, Senior Lecturer

2.75-1775 Hatfield Polytechric, Hatfield, England Temporary Lecturer, Linguistics

{c) Selected Becent Publications

Publications Closely Related to the Proposed Project

BELKIN, N.J. (’>OIO) On the evaluation of interactive information retrieval systems. In: B, Larsen, IW.
Schneider & F. Astrdm (Bds.) The Janus Faced Scholar. A Festschr ift in Honour gf Peter Ingwersen
(pp. 13-21). Copenhagen: Royal School of Library and Information Science.

LL Y. & BELKIN, NLJ. (2010) An exploration of the relationships hetween work task and interactive
informatton search behavior. Journal of the American Society for Information Science and Technology,
v. 61 1771-1789.

LIy, L. & BELKIN, N.J. (2010) Personalizing information retrievai for multi-session tasks: the roles of
task stage and task type. In Proceedings of the 2010 ACM SKGIR International Conference on Research
and Developraent in Information Retrieval (SIGIR 2010) (pp. 26-33). New Yorl: ACM.

LitJ, 1., COLE, ML, LIU, C,, BIBRIG, R., GWIZDKA, 1., BELKIN, N.J., ZHANG, J., ZHANG, X.
(2010) Search behaviors in different task types. In Proceedings of the 2010 ACMAEER Joint
Conference on Digital Libraries (JCDL 2010 (pp. 69-78). New York: ACM.



2010 at hitp:/fstaff science.uva.nl/~kamps/ireval/program. himl

YUAN, X, & BELKIN, N.J, (2010) Evaluating an infegrated system supporting multiple information-
seeking strategies. Journal of the American Society for Information Science and Technology, v. 61:
1987-2010.

YUAN, X. & BELEIN, N.J, (2010) Investigating information retrieval support techniques for different
information seeking sirategies. Journal of the American Society for Information Science and
Technology, v. 61: 1543-1563,

BELKIN, N.I., COLE, M., & LI, J. (2009) A model for evaluation of interactive information retrieval,
In: Proceedings of the STGIR 2009 Workshop on the Future of IR Evaluation. Retrieved on January 26

LI, Y. & BELKIN, M.J. (2008} A faceted approach to conceptualizing tasks i information seeking.
Information Processing & Management, v. 44 (6). 1822-1837

KELLY, D. & BELKIN, N.J. (2004) Display time as implicit feedback: understanding task effects, InJ.
Allan, P. Bruza & K. Jarvellin (Bds.) SIGIR "04. Froceedings of the 28th Annual International ACM
SIGIR Conference on Research and Development in Information Retrieval (pp, 377-384), New York:
ACM.

KELLY, D, & BELKIN, M.J. (2002} A User Modeling System for Personalized Interaction and Tailored
Retrieval in Interactive IR. In Proceedings of ASIST 2002 (pp. 316-325). Medford, NJ: Information
Today.

(dy  Synergistic Activities

President, American Society for information Science and Technofogy, 2005-2006.

Chair, ACM Special Interest Gyoup on Information Retrieval, 1095-1999,

Auxnerican Society for Information Science and Technology, Award of Merit, 2003

American Society Tor Information Science (ASIS) Award for Exceilence in Research in Information

Science, 1997.
ASIS Outstanding Information Science Teacher Award, 1990
e, Thesis Advisor and Pestgradoate-Scholayr Sponsor in Previous Five Years _
Ralf Bierig, Postdoctoral-Scholar, Rutgers Umiversity; Michael Cole {in progress); Jeonghyun Kim,
University of North Texas; Hyule-Jin Lee, Texas Womens University; Yuelin Li, Nankai University,
China; Chang Liu (in progress): Jingjing Liu, Southern Counecticut State University; Fene Lopatovska,
Pratt Institute; Jeanctte de Richmond (in progress); Marl Shamp (n progress); Mub-Chyun Tang, National
Taiwan University, Xiaojun Yuan, University at Albany

Total Ph.D). Students advised: 27 Total Postgraduate —Scholars advised: 1
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Michael E. Lesk
Gffice Home
Rm 336, SC&IBuilding 424 Surumit Rd
4 Huntington St Mountainside, NJ
MNew Brumswick, NY
732-932-7506 ext 8230 908-232-2611
lesk@acrn.org www. lesk.com

Employment

Michael Lesk is Professor at Rutgers University and former chair of the Library and Information
Science Departinent. From 1998 to 2002 he was Division Director for Information and
Intelligent Systems at the National Science Foundation, and has consulted for them on occasion,
From 1995 to 1998 he was a Chief Research Scientist at Bellcore, while from 1983 untl
September 1995 he was Execative Director of the Computer Science Research Department (under
various names), Barlier (1969-1983) he had been & member of staff in the Computing Science
Research Center at Bell Laboratories. From 1983-1985 he was also adjunct lecturer in Computer
Science at Columbia University. During most of 1987 he was visiting University College
London as a Senior Rescarch Fellow of the British Library. During 2009-10 he was a visifing
faculfy member at Google.

Awards

1. National Academy of Engineering, elected 2005.

2. Usenix Lifetime Achievement Award ““The Flame** for UUCP,; presented at the Usenix
Conference, San Francisco, January 1994;

3. Usenix card deck, 7 of Clubs; one of 52 “*founders’” of Unix recognized by Usenix;

4. ACM Fellow, named 1995.

5. Dustinguished MTS award. Bell Laboratories, 1983.

Research Gronls
L. NSF 0913587 1: Assessing Technology Requirements For Preventing Teamwork Ervors in

Safety-Critical Settings, with Aleksandra Sarcevie, Randall Burd, Ivan Marsic, David Stockwell,
and Meredith Tinti (collaborative proposals) total $300,000, 9/15/2005-8/31/2012.

2. NSF 1i5-0441172: HCI (SGERY: Finding Happiness: Indexing Emotions in Digital Video, with
Aleksandra Sarcevic, $58,530, 9/1/04-8/31/05.

3. Rutgers Academic Excelicnce Fund, Mobile Knowledge, with Kaan Ozbay and Cheistopher
Rose; $125,600 for one vear, 7/1/07-6/30/08. .

4. NSF 115-0414557: IDM: A Better Book Browser: How 1o Read a Million Books, with Nina
Wacholder, $315,000 for 3 years, 10/1/04-9/30/07.

Education
1. Pa.D in Chemical Physics, Harvard University,1969.
2. B. A.in Physics sad Chemistry, Harvard College, 1964.

Research Interests:
My research interests recently have been in digital libraries; for several years T managed the

funding of this research at NSE. Before that I worked on an online chemistry library supporting
both text and image representations of journals, and studying its use by chemists.  also studied



access to old newspapers, scanning standards, and digital preservation, Other interests inchide
access to data bases, including use of onfine dictionaries fo improve document reirieval, a
program to do computerized roufe finding and give driving directions, and an experiment
comparing menu-oriented and command-oriented buman interfaces to a library catalog sysiem.
I’ve also worked on compuler typeseiting tools, electronic mail, computer networking, compiler
generators, and technical tools for inteflectal property protection, Areas of research have
included artificial intelligence, information reirieval, compilers, human factors, networking, data
bases, and intellectual property law. Among software fools written are the original versions of the
Unix utilities UUCP, TBL, and LEX.

Fatent: 5,905,505 for copy-protection of on-screen text.

Ten selected publications.

i.

Z.

o

10.

Michael Lesk, Understanding Digital Libraries, MorganKaufmann, San Francisco (2004),
This is the second edition of a book originally entitled Pracrical Digital Libraries, 1997,
Aleksandra Sarcevic, Ivan Marsic, M. E. Lesk, and R. 8. Burd, “Transactive memory in
trauma resuscitation,” Froc. 2008 ACM Conf. On Computer S8upported Cooperative Work, pp
215224, San Diego, CA.

Aleksandra Sarcevic, M. E. Lesk, . Marsic, and R. 5, Burd, “Quaniifying adaptation
parameters for information support of ttauma teams,” Proc. ACH SIGCHT Conference on
Human Factors in Computing Systerms (CHI 2008), pp. 3303-3308 Florence, Traly (April 5-
10, 2008).

Michael Lesk, “Basy 3D User Opinions,” EVA London Conference, pp. 39.1-39.10 (2007).
Aleksandra Sarcevie aud M. E. Lesk, “Sesrching for emotional content in digital video,”
CHI-2006 Workshop "HCI and the Face", pp. 39.1-39.10, Montreal, Canada (April 22-27,
2006.).

E. Entlich, L. Garson, M. Lesk, L. Normoré, J. Glsen, and 5. Weibel, “Making a Digital
Library: the Contents of the CORE Project,” ACHM Trans. on Inf Sys., 15,2, pp. 103-123,
(April 1997).

M. E. Lesk, “Going Digital,” Scientific American, 276, 3, pp. 58-60, 1984,

M. Lesk, “Dhgital libraries meet eleciropic commerce: on-screen intellectual property,” Proc.
ADE 96, 14, 4, pp. 58-65, Washington, DC (1996).

- M. E. Lesk, “Automatic Sense Disambiguation Using Machine Readable Dictionaries: How

to Tell a Pine Cone from an Ice Cream Cone,” Froc. 1986 SIGDOC Conference, 1, 4, pp. 65-
74, Toronte (June, 1986). ’

R. . Elliott and M. E. Lesk, “Route Finding in Street Maps by Compuiers aud People,” Proc.
Nat'l Conf. on Artificial Intellipence, 251, 3, pp. 258-261, Pittsbuwgh, Pa. (August 1982),

Organizational (excerpt):

Chair, National Academies Bosrd on Research Data and Tnformation (2008-2010).
Chair, ACM SIGIR (Special Interest Group on Information Retrieval), 1983-1985;
Chair, ACM SIGLASH (Special Interest Group on Language Analysis and Studies in the
Rumanities), 1973-1975;

{
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Biographical Sketch: Jennifer L. Gibbs

{a) Professional Preparation

Pornona College Philosophy B.A, 1992
University of Southern California  Communication M.A., 1999
University of Southemn California  Communication Ph.D., 2002
University of California, Irvine Globalization of BE-Commerce 2002-2004

(b} Appointments

2010 — Present Associate Professor, Department of Communication, Rutgers University
2004 - 2010 Assistant Professor, Department of Communication, Rutgers University
2002 - 2004 Postdoctoral Research Peflow, Center for Research on Information

Technology and Organizations (CRITO), University of California, Irvine
{c) Publications
Publications Related to Proposed Project

Gibson, C. B., Gibbs, J. L., Stanko, T, Tesluk, P, & Cohen, 8. G. (in press). Including the "I" in
virtuality and modem job design: Extending the Job Characteristics Model to include the
moderating effect of individual experiences of electronic dependence and co-ptesence.
QOrganization Science. '

Gibbs, J. L. (2009). Dialectics in a global software team: Megotiating tensions across
time, space, and culture. Human Relations, 62(6), 905-935. Awarded Humare Relations
Paper of the ¥Year 2008,

Gibbs, J. L. (2009). Culiure as kaleidoscope: Navigating culsural tensicns i global
collaboration. In Proceedings of the ACM International Workshop on Intercultural
Collaboration (IWIC 2009). )

Gibbs, I. L., Nekrassova, D., Grushina, Y., & Abdul Wahab, §. (2008). Reconcepiualizing
virtual teaming from a constitutive perspective: Review, redirection, and research agenda,
In C. 8. Beck (Ed.), Commmnicaiion yearbook 32 (pp. 187-229), New York: Routledge.

Gibson, C. B., & Gibbs, J. L. {2006). Unpacking the concept of virtuality: The effects of
geographic dispersion, electronic dependence, dynamic structure, and national diversity
on team innovation. Administrative Science Quarterly, 51, 451-4985,

Qther Significant Publications
Gibbs, J. L., Ellison. N. B., & Lai, C. H. (2011). First comes love, then comes

Google: An investigation of uncertainty reduction sirategies and self-disclosure in online
dating. Communication Research, 38(1), 70-100.



Gibbs, J. L., Scott, C. R, Kim, Y.}, & Lee, 5. K. (2010}. Bxamnining tensions in
telework policies. In S. D. Long (Bd.), Comnunication, relationships, and practices in
virtuwal work (pp. 1-25). New York: KGI Global.

Heino, R. D, Ellison, N. B,, & Gibbs, 1. L. (2010). Relationshopping: Investigating the market
metaphor in online dating, Journaf of Social and Personal Relationships, 27(4), 427-447,

Gibbs, 1. L., Ellison, N. B., & Heino, R. D. (2006}, Self-Presentation in online personals: The
role of anticipated future interaction, self-disclosure, and perceived success in Internet
dating. Communication Research, 33(2), 152-177.

Gibbs, 1. L. (2006}. Decoupling and coupling in global teams: [mplications for human
resouice management. In G. K. Stahl & L Bjorkman (Bds.), Handbook of research in
international kuman resonrce management (pp. 347-363). Northarapton, MA: Flgar.

{3} Synergistic Activities

s  Author of several publications examining virtual team collaboration

e Inmovative teaching using virtual teams, including a graduate global teams project with
MBA students from seven couniries, several undergraduate online groups projects, and a
graduate vesearch project involving analysis of online data from these virtual groups

s Teaching several related courses, inchuding graduate seminars (Dynamics of Global
Organizations, Organizational Culture, Organizational Communication Research) and
undergraduate courses (Organizational Communication, Intercultoral Comrmunication)

e Service to the engineering community through ethnographic research on global software
teams st XeroX, including on-going consulting recormmendations and training workshops
to improve global team conumunication

{a) Celishorators & Other Affiliations

Collaborators fn the Last 48 Months: Sally Abdul Wahab, Rutgers University; Seong Eun
Cho, Rutgers University; Nicole Ellison, Michigan State University; Miclas Brhardt, Rutgers
University; Cristina Gibson, University of California, Irvine; Yana Grushina, Rutgers University;
Daniel Halpern, Rutgers University; Rebecea Heino, Georgetown University; Heewon Kim,
Rutgers Upivessity; Young Hoon Kim, Rutgers University; Chih-Hui Lai, Rutgers University;
Sun Kyong Lee, Rutgers University; Dina Nekrassova, Rutgers University: Craig Scott, Rutgers
University; Taryn Stanko, University of California, Irvine; Paul Tesluk, University of Maryland;
Alena Vasilyeva, Rutgers University

Graduate Advisor: Patricia Riley, University of Southern California
Postdoctoral Sponsor: Kenneth Kraemer, University of California, Fvine
Thesis Adviser: Sally Abdul Wahab, Seoﬁg Eun Cho, Young Hoon Kim

TFotal graduate sindents advised last 5 years (PhD only): 4
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Frederick Kenneth Schmidt

21 Sierra Drive W 90B-832-2222
Califon, NI 47830 schridt21@att.net
H: 208-528-4595 hittp: //www Kkstechpros.com
OBRIECTIVE

Make tomorrow's world better, safer and smaller by bringing the best ideas from academia
and industrial research to market. Connect brilliant minds with the talent and apportunities
they need to be successful, test ideas and inventions against current realities and future
market potentiaf, and drive innovations from conception to market through leadership and
persistence.

EXPERIENCE

Aeademic Relations Director

Yahoo! Labs New York, NY May ‘07 - Present

- Led 2 team responsible for forging and maintaining deep relationships with faculty and
staff at key universities in the US and around the world.

- Set up programs to increase and track research collaboration, engage with business
leaders to use university researchers to address their problems. Programs included data
sharing, student support, diversity outreach, faculty grants and access to scientists,

- Monitored and measured Yahoo!'s share-of-mind on campus. vs major internet companies.
Identified business opportunities from campus relationships and extended/modified
programs to leverage businass value from campus assets.

- Two patent applications filed.

Senior Technical Consultant

Yahioo! Labs - New York, NY Mar ‘06 ~ Apr '07

- Help set up new university relations program for Yahoo! Research. Set up database of top
candidate universities, suggest strategy and approach for university contacts. Set up
meetings, handie correspondence and handle follow-up after on-site visits. Manage
relationships with universities for grants, internship programs, site visits, research
collaborations and intellectual property management.

- Establish a new data sharing program for Yahoo!

- Establish a way to track and manage patent production within Yahoo! Labs,

Senior Dol Consuitant

Rutgers University Piscataway, N1 Mar '06 - Jan '07

- Provide insights into Dol funding processes. Identify sources of funding across various
agencies and services. Highlight possible strategic approaches to connecting with
agency/service projects and programs. Provide introductions to program managers and
service leaders.

Technical Operations Consultant

BARPA Arlington, VA May ‘02 - Apr '06

~ Provide strategic planning advice to IFTO Director. Manage relationships with unijversities
and other interested parties. Set up review process for office-wide BAA. Organize, plan
and execute national Cognitive Systems Conference. Advise on PR and other external
affairs matters. Advise Program Manager on ASSIST program, provide training, trial
planning and software development people and process planning.



Frederick Kenneth Schimidt Page 2

Businass Develepment Director

ATET Research Fiorham Park, NI Jan '95 - Magr '02

- Handle operations of ATRT's Research Laboratory. Set up and manage 2 full-spectrum
Handle operations of AT&T's Research Laboratory. Set up and manage a fuli-spectrum
customer visits program. Design, develop and execute a monthly Newsletter for all
researchers, delfvered on the web and in print, Manage several recognition programs for
researchers. Set up intemnal incubator (the "eGarage") to connect researchers with
husiness and customer needs. Member of an intellectual property review team to review
and recommend patent proposals. Help researchers find the right 'story' to bring their
resaarch ideas to the public, Seven US patent applications approved.

EDUCATION

Master of Businass Administration (Strategic Planning and Marketing)

New York University New York, NY May ‘81

- Supplemented with several continuing education programs each vear during my career.,
Master of Science {Mechanical Enginasring)

Carnegie Mellon University Pittshurgh, PA May '73

- Focus in computer modeling and process design.

Bachelor of Science {Mechanical Engineering)

Carnegie Mellon University Pittsburgh, PA May '71

Highights

- Engaging, Managing and QOperating R&D Labs

. Rasearch Operations and Strategy

 Project Management, Team Organization and Leadership

« Software Development Management

- DoD and Military Funding Agency Connections /
« Top Secret Security Clearance

SUMMARY

R&D business leader with demonstrated results in innovation management, technclogy
incubation and new product development. Accomplished technology communicator and ides
feader in the IT, telecom and internet industries. Customer relationship professional focused
on transiating customer needs into vendor/developer requirements, and new technology
capabilities into customear hanefits. Leader of both business and software development
teams, enabling self-directed groups to focus on strategic goals. Excellent communication
skills demonstrated in customer presentations, trade shows and media interviews. A
resourceful, results-diriven, peopie person and a principle-centered consensus builder,
bringing high energy and attention-to-detall to every endeavor.

EXPERTISE IN:

- R&D Strategy/Planning/Cperations

- Technoiogy Incubation/Transrer

- Government R&D Management

- Customer Account Manageament

- Messaaing and Communications

- Product Marketing

- Project Management

- Software Development & Support

- Quality Improvement Process

- Qperations Support Systems

- MS Office and other Productivity Tools
- TS Clearance, USAR w/ Hon, Discharge
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r—
~ Juiie Strange, MLIS
,,,,, julie.strange®@gmail.com | strangelibrarian.org | 856.371.2571
—  EDUCATION
e o P ety LG s A — i it e e b e R A T
Rutgers University, New Brunswick, New Jersey October 2006
- Masters in Library and [nformation Science :
- &rcadia University, Gienside, Pennsyivania May 2004
o B.A. In Liberal Studies. Minors In English & Wamen's Studies. Graduated with "Departmenta! Honors®
HONORS & AWARDS
" e - o o ——— - e e TR A e ]
— " e Chosen delegate, Self- Hepresemed Lxugahon Network Na‘nonat Center for State Courts lanuary 2014
- Canference on Public Libraries and Access to Justice
— « | ibrary Society of the World, Shovers and Makers Class of 2008
e = American Library Association Emefging Leaders Class of 2008
- = Maryland Library Leadership Institute Class of 2007
- o The Gordon Family Award, Arcadia University for outstanding research and writing May 2004
— + The Distinguished Scholar Award, Arcadia University August 2000
~ PROFESSIONAL INVOLVEMENT
DU s cogmEme e s e e e
L Wiaryland Access to Justice Commission, Public Education Cominittee June 2010 - Present
s Reference Renaissance Conference
i Planning, Communications, Evaluation and Marketing Comrmittee 2010
.-, Publicity Chair and Program Cormmittee Member 2008
- Maryland Library Associates Training Institute (LATI} Planning Commiitee 2010 - Present
‘. . ,
b Maryland VisionQuest / 5 quarters Planning Committee 2009 - Present
Marytand Library Leadership Institute Planning Commitiee 2008 - Present
— American Library Association 2004 - Present
— Invited Member, ALA Emerging Leaders Program Subcommittee August 2010 - Present
— Reference and User Services Association (RUSA}
=1 Virtua! Reference Committee and Discussion Group {RUSA MARS)
I
— tigison, Colfaborative Virtual Reference Section 2007 - 2009
Maryland Library Association 2006 - Present
o Pubfic Services Division
_ Mew lersey Library Association- Reference and Information Technologies Sections 2005 - 2008
3 Co-editor of NILA Reference Section's newsleiter Reference Section Guarterly Qctober 2006 - February 2008
— "Usual Suspect,” T is for Training vodcast for library trainers 2008 - Present
~ WORKEXPERIENCE
7 Maryland AskUsow!
. Statewide Coordinator Septernber 2008 - Present
o Operations Supervisor Movember 2006 - Septemnber 2008
Rutgers University
- Douglass Library information Assistant ‘ September 2006 - November 2006
Alexander Library Reference Assistant September 2005 - Qctober 2006
Seeking Synchronicity: Evaluating Virtual Reference Services from User, Non-Usar; and Librarian Perspectives
Research Assistant to Or. Marie L. Radford February 2006 - November 2006
_ "NVITED PRESENTATIONS & TALKS -
Customer Service as Advocacy o October 18, 2010

United States Army Medical Research and Materiel Command Library Workshop



Tuesday Tech Talk on Twitter Movemher 8, 2009
Prasented with Amy Kearns at Princeton Public Lilwary

Tweet What? & Sweet Ways to Connect with Your Customers in 340 Characters o Less August 25, 2002
Presented with Amy Kearns at South Jersey Regional Library Cooperative

Lising Web 2.0 to strengthen Externaf Support for VR Services July 31, 2008

Opening Speaker for the American Library Asscciation {ALA} Reference and User Services Assoclaiion [RUSA) Machine Assisted
Referance Section {MARS) Virtual Reference Discussion Group at AtA Annual, Chicago

Tweet What? 6 Sweet Ways to Connact with Your Customers in 140 Characters or Less ' April 29, 2009
Presented with Amy Kearns at New Jersey Library Associztion Annual Conference
Chot Reference 101 Qctober 13, 2008

Montgomery County Public Library, Staff Day

Best Proctices in Cooperative Virtual Reference: Management Tips for a Suceessful Service lune 28, 2008
Presented with Beth Cackowski (QandANl.org} and Mark Beatty (AskAway Wisconsing
at Amnerican Library Association Annusl Conference, Anaheim, CA

Emerging Leaders Poster Session: Best Practices for Business Libraries and Centers lune 27, 2008
Presented with Vincol Kwong {ladizna University South Bend), Adriana Tryjillo (Texas A&M University Libraries),
and luiie Yen {University of lllinois at Urbana-Champaign) at American Library Association Annual Conference, Anaheim, CA

Pecha Kucha, Tuesday Tech Talk June 3, 2008
Presented with Peter Bromberg, Romina Guiierrez, Janie Hermann, Robert Keith, and John LeMasney at Princeton Public Library

Accessible Onlfine Book Sources Septernber 20, 20067
Presented with Donna Cirenza and Catherine Durivage at Online Frogramming far All Libraries (QPSL) webinar

Efiminating Burriers to Service with Lightwelght Chat September 17, 2007
Prasented with Cathering Durivage, Heather Muller and Joe Thompson at QuestionPoint webinar

Reaching Cut Beyond the Walls: Virtun! Reference, MySpace and Second Life April 17, 2007

Presented with Maryann Sheehan and Gale Zasada at Computers in Librarias Canference, Crystal City, VA

COMPETITIVE PRESENTATIONS & PAPERS

Trujitlo Genzalez, Adrizna, Vincc Kwong, lulie Strange, and Julie Yen. A Guide to Excellent Creative Business Libraries and
Centers. Reference and User Services Quarterly. 48.3 {2009): 232-238. http://kitly/havh3?

This is Why { Got inte librory Work: How Virtuo! Reference 15 The Future of Libraries. May 15, 2009
presented with Stephanie Petruso {Anhe Arundel County Public Library}, Kendra Frost (Harford County Public Library), & Jess
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Cyber Synergy: Beeking Su
Virtual Refere

Schedule

of Completion

stainability through Coliaboration hetween
nce and Sceial QSheet Shies

Year One (2017

-2012}

)

GENERAL ADMIFISTRATION
General Administrative Oversight

OINID B IFivia TmiT T

Travel to IMLS

#hase | Transcript Contens Anglysis

Analysis of 200 live chat and 200 Qwidget Transcripts and
Social R&A transerints

Phase 1) Telephone Interviews

in depth interviews with 150 67 ysers and Experts Users
of Social Q&A servicas

Teda cost

$157,300

Design and Pre-test Telaphone Interviews

Iecruitment of interview subiects

iData Anzlysis of Telephone Interviews

Phase Il Systam Decipn

iDesign specifications and a protatype system to link VRS
and social 0 & A services

Participaiory design session with system developers from
Rutgers University and industry designers

jlreate prototype design mockups

Conduct cognitive walkthroughs with experts and policy
rmakers

Phesa 1y :sﬁmgmﬂmze: and Evaluation

Field test and evaluations of designed system(s} ang
services

Implementation of prototype in real-lifs application ang
coniduct 3 case study with QP service graups

Evaluation and Lommunication Plan

{Complete All Analyses, Prepare interin VLS Reports and |
Final IMLS Report

[Evaluation of project webstte visits ang downioads,
respanses ta blog and listserv nosts

Evaluate how VRS providers training results ang system
desipn examination

Attend Professional Conferences for Data Collection from
Experts and Policy makars and Disserninate Findings

Internai and External Advisory Board Cansultationg every
six months

Disseririation through Publications

$153,925

$137,700)

$180,000]

$161,300]

$197,620)
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Virtual Reference (Live Chat) Transeript Example

Where can | find the leading drug companies in boston doing diabetes treatment/prevention R&D?
fA librarian will be with you shortly, please hold.]

[[Name]-BLC-UMass/Amherst - A ibrarian has joined the session]

[Hello. I'm a reference librarian at the University of Massachusetts Amherst. How may | help you?]
Where can ! find the leading companies in boston doing diabetes treatment/prevention A&D?
[Please hold on while | check a few sources ]

[ can probably give you a few sources to get started, but | may wind up referring you 1o a business
andfor medial ibrarian specialist,

Let's start witht eNortheastern library web page...

ok great thanks

[Page sent} http:/fwww.lib.neu.adu/

ok

Are you a studnets or faculty member at Northeastern?

student

OK. I'm going to try the "co-browse" option -- that might let us see the same information at onee...(if it's
working!)

wonderful .

since what you want o find are drug companies, 1Yl try to gat you into a busienss database...
perfect

thank you

[Page sent - subjectlist] hitp//www.fib.neu.edu/gateway/subjectirame htm

I clicked on article datbases

altight

by the way, wht's your email address in case | need to send vo a transcript?

femail]

Business and Company ASAF and Business Source Premier both look good. Il ry business and
company asap.

[Page sent - Welcome to Business and Company ASAP]
http://wvm.lib.neu.edu/gateway/dbases/businessandcompany.htrn

{Page sent - http:/evew.lib.neu. edu/gateway/remotehelp.htrm]

hitp//www lib.neu.edu/gatewayfremotehelp him
[Page sent - Welcome to Business and Company ASAP]
http/Aeww lib.neu.edw/gateway/dbases/businessandcompany.him
[Page sent - Remote login for research databases] hitps:/filsprod.lib.neu.edu:443/validaie/http:/fo-
infotrac. galegroup.com.ilsprod.iib.neu.edu:B0/tweb/miin_b_northest?db=BCPM
Could you please type in your last name and HUSKY barcode number? Thanks.
[Page sent - Keyword search] hitp./0-
g!eﬁiégéc;ttrac.gaiegroup-com.Ilspmd.lib.neu.edu:80/itwﬁnfomark/0/1/Upurl:rcG_BCPM?sw_aep=mlin_

[Page sent - Citations 1 to 11] hitp://0-
webz.infotrac.gafegroup.com.i!sprod.lib.neu.edu:80jitw/§nfomar&fSDO;’QéS/S5922826w2/purl:rc2_BCP

M_1_disbetes+and+boston+and+research
&dyn=sigl1?sw_aep=mlin_b_northest

hmmm. | freid the keywords “diabetes and boston and research” and tht came up with soem

possibiiiies. ..

{Page sent - Article 4] hitp://0- ‘
web2.infatrac.galegroup.com.ilsprod.Eib,neu.ecfu:BG/itwfmfomarkfso{}f948f55922826w2fpuri:rﬂ_BCP
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Virtual Reference (Live Chat) Transcript Example

M_0_AS7582238&dyn=3Ixn_4_0_A875822387sw_aep=mlin_b_northest

uh huh, more soecifically im looking for maybe some kind of list of who is doing what, for respective
drug companies

i'm looing at ieh actual arficle and the finks at the bottom, The SIC can be particularly helpful...

[Page sent - Articte 1] hitp: f10-

web?2 infotrac.galegroup.com.jisprod lib.net _edu80/itw/infomark/500/848/5582282 6w2/putt=rc3_BCP
it 2 31+(2830)&dyn—4!|nk ~,&.8':"582.23F.i—:-Q{)'?@,w aep=miin_b_northest

[Page sent - Keyword search] http://o-
webh2.infotrac.galegroup.com.ilsprod.ib.netr.eduBY/itw/infomark/500/948/55922826w2/purl=re6_BCP

M&dvn=>5lstari&bkm_5_1%sw_asp=mlin_b_northest

[Page sent - Error Message] http://o-
web2.infotrac.galegroup.coin.ilsprod.lib.nau.edu 80/itw/infomark/500/848/55822826w2/purl=rce_BCP

M_1_sic+283 &dyn=sigl2%sw _

aep=mlin_b_northest

[Page sent - Article 1] http://0-

webh2.infolrac.galegroun.com.flsprod.lib.neu.edu: 80/itw/infomark/500/048/66822826w2/purt=rcd_BCP
M_2 si+{2830)&dyn=4link_A87582238+907sw_aep=mlin_h_northest

[Page sent - Keyword search] http:/0-
web2.infotrac.galegroup.com.ilsprod.ib.neu.edu:80/tw/infornark/500/948/65822826w2/purl=rc6_BCP
Mé&dyn=5lstart?sw_aep=miin_p_northest

Sorry, | thought there was a way you could search by sic code and get a ranked list of companies in a
certian code.

thats alright, ssemed liek you ware on the right track

[Page sent - Entries containing the words: sic 2834] http./0-
web?2.infotrac. galegroup.com.ilsprod.lib.newt.edit; SOIrtw/Infomark/500/948[55922826w2/purl—&dyn_SIgl

4?sw_asgp=miin_b_noithest

[Page sent - Article 1] htip:/0-
web?2.iniotrac.galegroup.com.ilsprod.lib.neu.edu: 80iztw/|nfomarkaOO/QtiS/S59228?6‘.»‘42/purl~rc:3 BCP

M_2 sut"pharmaceuficai+preparations+(sic+2834)"

8dyn=9isln_0+07sw_aep=mlin_b_northest

[Page sent - Citations 1 to 20 (of 4238)] hitp:/0-
wab2 infotrac.galegroup.com.ilsprod lib.neu.edu:80/{w/infornark/600/348/659228208w2/purl=re3_BCP

M_T_ si+(2834)&dyn=10lnk_D434+1107sw_aep=mlin_b_northest
What I'm gettign here is a nation-wide fist....
that is good too, it doasnt have t¢ be just boston based companiss

[Page sent - Narrowing Search] htip://0-
web2.infotrac.galegroup.com.iisprod.lib.neu.edu:B0/itw/infomark/500/04 8/55822826wW2/purl=8dyn=111

narr?sw_aeap=miin_b_naorthest

[Page sent - Citations 1 to 20 {of 77)] hitp://0-
webg infotrac.galegroup.com.ilsprod.lib.neu.edu:BY/iw/infomark/5G0/848/65822826w2/puri=&dyn=sig!

5%ew_aep=miin_b_northest

ok. then | did a "limit* to boston or massachusatts and got 77 companies.

By the way, the buslenss Librarfan is Business [ {Librarian? Name]|Tel: [LibrarianZ Phone]

and they are all in the process of Diabstes R&D?

oh thank you very much

no. They are not limited to diabetes. These are general drug companies... | veered off but | can bring
the diabetes back in the search.

[Page sent - Narrowing Search] hiip//0-
web2.infotrac.galegroup.com llsprod.lib.neu.edu: 80/tw/infomark/500/948/55922826w 2 pur=&dyn=13!

natr?sw_asp=miin_b_northest
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- Virtual Reference (Live Chat) Transeript Example

56 L [Page sent - Narrowing Search] http://0-
web2.infotrac.gaiegmup_com.ﬂspmd.iib.neu.edu:ealimﬂnfomarw500/948/55922826w2/pur[«:&dyn:T 31

,,,,,, narr?sw_aep=mlin_b_northest

- 57 L. [Page sent - Error Massage] htip://0-
webz.infotrac.gafegroup.com.ifsprod.lib.neaz.edu:Bolitw/infomark!500/948f55922826w2,’purf:&dyn.—.sig!

- 778w _aep=mlin_b_northest
- 58 i ok great

- 59 L [Page sent - Subject guide search] hitp://0-
webz.infotrac.gafegroup..com.Hsprod.ﬁb.neu,eduﬁwﬁnfomark!500/948/55922826wypurl:rcﬁ_BCval&d

- yn=141start?sw_asp=mlin_b_norihest i
— 80 L Idon'tknow if its even possible, but Im looking for an arficle of list that kind of names the top drug
‘ companies that are doing a great deal is the R&D of diabetes drugs/treatment

— B L [Page sent - Subdivisions of; Diabates] hitp://0- ,
o web?.infotrac.galegroup.com ilsprod.lib.neu.edu/itw/infornark/500/948/55922826w2/1 8lsin_1+0

- 82 L [Page sent - Citations 1 to 20 {of 188)] http://0-

o wah?2. infotrac.galegroup.com .ifsprod.Iib.neu.edu:8O/itwlinfomark/500!948/55922826w2/purl=r09__BCP
- M_Diabetes_research diabetes
&dyn=18isIn_61+0%sw_aep=mlin_b_northest

o &3 L looks like a search under “diabetes® might also be useful. Then | wnet to "narrow"

- 64 L [Page sent - Narrowing Search] hitp:/0-
R web?.infotrae.galegroup.com.Hsprod.lib.neu.edu:SOiitw/infomark/500f948/55922826w2/pur#=&dyn=20.fi

msrch_sd_\"Diabetes_research\"?sw_aep=miin_b_northast

85 . [Page sent - Narrowing Search] http://0-
webz.infotrac.galegroup.com.irsprod.iib.neu.edu:80/itw/intomarM500/948/55922826w2/purl:&dynzzoﬁ
msrch_sd‘\"Diabetes_reseamh\“?sw_e_zep:mIin_b_norrhest

[ 66 L [Page sent - Article 1] http://0-

B web2_infotrac.galegroup.com.é!sprod,lib.neu-edu:BO/itwﬁnfomark/500/948/55922826w2fpur!:&dyn:—.sig!

11?sw_aep=miin_b_northest

4 s7 L [Page sent - Entries containing the words: diabetes] htip:/0-
webz.infotrac.gafegroup.com.ilsprod.!ib.neu.edu:80/itwﬁnfomar}d5001948/55922826w2/purl=&dyn=sig!
127sw_aep=milin_k_northest

88 L [Page sent - Entries containing the words: diabetes] http://0- :
web2.Enfotrac.gaiegrcup.com.ffsprod.lib.neu.edu:soﬁtw/infomarW500/948/55922828w2/pur4=&dyn=sig!
18%7sw_aep=miin_b_notthest

— B9 L. I having trouble getting you such a fist. It might be possible, but we need to play aroudn with our
_ serach terms... .
— 70 L oriry other data bases for business...
- 71 U ok that sounds fine
72 L or contact the busienss librarian. _
73 U im actually surprised that their isnt a published fist in some kind of big book of business® | know that
they have such a fist for top nanotechnology firms....
. 74 U perhaps the business librarian would be helpful, can i be connected through this same online format?
75 L %es, there might very well be a book in the Northeastern reference collection. Might be best to call
— them.
76 L No, | cannot connect vou, but | can ook up her email address.
77 U this znline help is very convienient though, my roomate is actually sleeping, so a phone call would he
foug
© 78 U oK, e-mail should be ok
_ 78 )

a0 L {email]
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Virinal Reference (Live Chat) Transcript Example

dict you get that?
alright thank you for your help, have a good day
If she's not available, try the generafreference desk at ...

373-2354

you can also send reference an emial by using the online form at
hito:/fvww lib.neu.edu/reference/home/askref. him

Sorry | couldn't get eh exact anser for you. good fuck.

well, if you wan to hang on, | can iry some other things. Like | ¢an try to aks CUR business fibrarian...

that would be great aciual]y

ok, nold on.. i
so far, f've asked one of our science librarians, who will call me back. | also sent an email to our

businesgs librarian. Hfwhen he respnds, | can forwrd tht message 10 vou af [Patron Emai] {this is vour

email address -- correct?]

ves, thani you very much s

orry im so slow

one idea that came up is the Jostin Diabetas Center at harvard hitp//www joslin.harvard.edu/
[Page sent} http:/fwww joslin.harvard.edu/

[Page sent - Joslin Diabetes Center - Diabetes, Diabetes Treatment, Diabetes Symptom, Diabetes
Research and Diabetes Education.] hitp/fwww joslin.harvard.edw/

[Page sent - Joslin Diabetes Center - Diabetes, Diabetes Treatment, Diabetes Symptom, Diabetes
Research and Diabetes Education.] htip:/fwww Joslir.harvard.edu/main.shtmi

ok, but whers from here could | find the conmpanies doign the most?

there's also the american diabeles association research datbase , which is linked from

hitp:/www. diabetes.org/home.jsp

[Page sent] hitp://www.diabetes.orgfhome.jsp

{Page sent - Forefront Research Magazine - Diabetes Research - American Diabefes Association]
http:/fwwyw_diabetes.org/diabetes-rasearch/forefrontfsp

you might alo ook at Other Disbetes Ressarch Resources at htp//www.diabetes. org/diabe'{es—
research/other-diabetes-research-resources.jsp

[Page sent - hip/fwww.diabetes.org/uedocumenis/SumFall-2004-Forefrant-new pdfl
http:/fwanw. diabetes.orgfuedocuments/SumfFall-2004-Forefront-newt .pdf

it might help If you coudd tell me the why you are lockign for these companies an dif you are only
interested in companies, as apposed to other types of organizations that might be doing reserachin

this area?

for a paper | have to wilie... and just ihe drug companies.... it's a comparative analysis

then [ think you should go back to the business datbses and really look at the articles that come up
when you do search on keywords like "drug an deompany and diabetes

or diabetes and company and research

or diabetes and research and analysis

[Page sent - hitpwwiwv. diabetes . org/uedocuments/SumFall-2004-Forefront-new 1 pdf}
hitp:/faraw diabetes.org/uedocuments/SumFall-2004-Forefront-new1.pdf

{ thin | nead to leave yo with this. Go into the databses for bussienss and you shold get osme good
sources for you r paper. Contact the busienss libratian if you get stuck,

good bye and good luck,

Mote to staif: XFERIN {[{Librarian Name[-BLC-UMass/Amherst - user has closed this sassion]
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Qwidget Transcripts

Question Detail 3897287
Anonymous Patron <No email

Patron: provideds Received:  2008/10/24 03:47:09
_ . . s omad.  Librarian 1 full name]
At {Library location]} Assigned: ([Librarian t ID mumber])
Status: Closed Type: Chat Sessions
Wait Time: 5 Session 1313
Time:

Resolution: Answered
Language: English
Descriptive

Codes Reference
Refever: [Library website]

e Mozilla/5.0 (Windows; U; Windows NT 5.1; en-US; rv:1.8.1.16)
Browset/OS: Gecko/20080702 Rirefox/2.0.0.16
Cobrowse: No

Question History

Patron: (widget: hello Librarian
03:47:09 2008/10/24 (GMF-5)
Librarian: Note: Patron's screen name: Library Patron
03:47.09 2008/10/24 (GMT-5)
[Librarian I full name]} Librarian '{Librarian 1 first name]* has joined the

([Librarian I ID number} At  session.
[Library locationi):
03:47:15 2008/10/24 (GMT-5)

Patromn: I have a question for you :}

03:47:22 2008/10/24 (GMT-5)

Patron: It's a preity hard one

03:47:29 2008/10/24 (GMT-5)

{Librarian I full name] Hello I am reading your question. I will be with you in
({Librarian 1 ID number} At 2 moment.

[Library locationl):

03:47:34 2008/10/24 (GMT-5)

fLibrarian 1 full namel What is your guestion?

{({Librarian 1 ID number] At
[Library location]):
03:47:46 2008/10/24 (GMIT-5)

Patron: We watched a movie this semester in class
03:48:08 2008/10/24 (GMT-5)



Bagron:
03:48:16 2008/10/24 (GMT-5)

Patron:
(3:48:31 2008/10/24 (GMT-5)

Patron:
03:48:39 2008/10/24 (GMT-5)

[Librarian 1 full name]
(ILibrarian 1 1D number] At
{Library location]):

03:48:44 2008/10/24 (GMT-5)

Patron:
(03:48:45 2008/10/24 (GMT-5)

Patron:
03:48:50 2008/10/24 (GMT-5)

Patron:

03:49:02 2008/10/24 (GMT-5)
[Librarian 1 full name]
{[Librarian 1 I} number]} At
[Library location]):

03:49:10 2008/10/24 (GMT-5)

Fatrom:
03:49:33 2008/10/24 (GMT-5)

Patron:
03:49:43 2008/10/24 (GMT-5)

Patron:
03:49:45 2008/10/24 (GMT-5)

[Librarian I full name]
((Librarian I ID number] At
[Library loeation]):

03:51:04 2008/10/24 (GMT-5)

Batron:
073:51:30 2008/10/24 (GM'-3)

jLibrarian 1 full name]
({Librarian 1 ID number] At
[Library locationf):

03:52:25 2008/10/24 (GMT-5)

Potrom:
03:52:57 2008/106/24 (GM'T-5)

Patron:
03:53:01 2008/10/24 (GMT-5)

pertaining to eguine gait analysis
i know 1t is available to stodents but I dont know the
title of the movie

it is edited and narrated by {User's professor’s name]

What is your course code?

but 1 cammot find it :(
Vets1018 I think
i will check

I am jﬁst going to check, I will be back shortly, please
wait.

1021
YETS 1021 is the course code
SOIrY 18

I'll have a look. won't be long.

thankyou

Is it to do with lamimitis 7

1o its to do with assesment of gait

gait analysis

.

i
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fLibrarvian 1 foll nane]
({Librartan 1 ID number] At
iLibrary location]):

03:53:24 2008/10/24 (GMT-5)

Patron:
03:53:36 2008/10/24 (GMT-5)

Patron:
03:53:46 2008/10/24 (GMT-5)

[Librarian 1 full name]
([Librarian I ID number] At
[Library location]):

03:59:43 2008/10/24 (GMT-5)

Patron:
04:00:08 2008/10/24 (GMT-5)

Patron:
04:00:17 2008/10/24 (GMT-5)

Patron:
04:00:21 2008/10/24 (GMT-3)

Patron:
04:00:26 2008/10/24 (GMT-5)

[Librarian 1 full name]
{Librarign 1 ID number] At
iLibrary location]):

04:01:04 2608/10/24 (GMT-5)

[Librarian I full name]
({Librarien 1 ID number] At
[Library location]):

04:01:29 2008/10/24 (GMT-5)

Patron:
04:01:31 2008/10/24 (GMT-5)

Patron:
04:01:39 2008/10/24 (GMT-5)

Patren:
04:01:58 2008/10/24 (GMT-5)

[Librarian 1 full namel
{[Librarian I [D number] At
[Library location]):

04:02:07 2008/10/24 (GMT-5)

Patron:
04:02:22 2008/10/24 (GMT-5)

OK. still looking. bear with me.

roar! like a bear
thanks for your help :)

Could this be it? Equine foot studies {videorecording]
[User’s professor’s name]. Publication info:
{Publication location] : [Publisher], 1992. Physical
descrip: 1 videocassette (VHS) (23 min.) : sd., col. ;
1/2 in.

could well be

he has made alot of recordings
but that could be it?

it's worth & try anyway

Idon't see a copy in the library. It must be [User’s
professor’s name]’s own copy, or one belonging to the
faculty.

Do you want a copy of it to view yoursel?

could well be that also
yeah 1 just wanted to watch it otnight
no worries, 1 will ask the anatomy tutors on monday, I

am sure there will be a copy floating around vet school

I'll see if [ can locate a copy. More bears would be
good at this [pont.

ok 'l roar quietly



Patron;
04:02:33 2008/10/24 (GMT-5)

[Librarian 1 full name]
({Librarian I [D nomber] At
{Library locationi):

04:03:46 2008/10/24 (CMT-5)

[Librarian 1 full name]
({Librarian I ID number] At
[Library location]):

04:05:03 2008/10/24 (GM'T-5)

Patron:
04:05:51 2008/10/24 (GMT-5)

Batron:
04:06:01 2008/10/24 (GMT-5)

Patron:
04:06:21 2008/10/24 (GMT-5)

Patron:
04:06:26 2008/10/24 (GMT-5)

{Librarian 1 full name]
{[Librarian 1 D number] At
[Library location}):

04:06:28 2008/10/24 (GMT-5)

Patron:
04:06:33 2008/10/24 (GMT-5)

Patron:

04:06:40 2008/10/24 (GMT-5)
[Librarian 1 full name]
(ILibrarian 1 ID number] At
[Library location])s

04:06:58 2008/10/24 (GMT-5)

[Librarian 1 full name]
([Librarian 1 ID number] At
[Library location]):

04:07:40 2008/10/24 (GMT-5)

Pairon:
D407:59 2008/16/24 (GMT-5)

Patron:
04:08:03 2008/10/24 (GMT-5)
Patron:
04:08:10 2008/10/24 (GMT-5)

people in the biolsci library dont appreciate bears at
this time

T understand. Biol sci is meant to be a silent pursuit.

I don't see a copy of this in any library in [Library
location]. It's likely to be the one you want, as it is the
only title I could locate. Your idea of talking to Vet
faculty is a good one. I might contact them re placing a
copy in the library also. ‘

sounds like a plan
i remember the lecturer talking about having copies

available '

1 assumed they were at the library here but they must
have been copies we could borrow from the vet faculty
not (o worry

Ckay. You should talk to the fecturer directly.

I will carry on and read a book instead
I think 1 might :)

If the lecturer recommends thern they should be in the
library. We'll look into that.

1 couldnt find anything by [User’s professor’s name] at
atl.

no worries, 1 will talk to [Faculty member name] when
i see him next and discuss it

thanks for your help

i have found a good book about horses to read anyway
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Patron:
04:08:13 2008/10/24 {GMT-5)

[Librarian I full name]
({Librarian I ID number] At
[Library location]):

04:08:14 2008/10/24 (GMT-5)

Patrons
04:08:17 2008/10/24 (GMT-5)

[Librarian 1 full name]
{({Librarian 1 ID number] At
[Library location]):

04:08:33 2008/10/24 (GMT-5)

" [Librarian 1 full name]

({Librarian 1 ID number] At
{Library locationl):
04:08:42 2008/10/24 (GMT-5)

Paifrom:
04:08:51 2008/10/24 (GMT-S)

{Librarian 1 full name]
({Librarian 1 ID number] At
[Library location}):

04:09:04 2008/10/24 (GMT-5)

[Librarian 1 full name]
([Librarian § ID number] At
{Library location]):

04:09:19 2008/10/24 (GMT-5)

Librarian:
21:54:37 2008/10/26 (GMT-5)

so that will do for now :)

You're welcome,

have a good night!@

Great! Hope you get your video as well,

Cheers,

Patron ended chat session.

Note: Set Resolution: Answered

Note: Set Description: Reference

Closed by Librarian # [Librarian 5 ID number].



Guestion Detail 3897343

Patron: .

provided>
At {Library location]
Status: Closed

Wait Trme: 8

Resolution: Answered
Laoguage: English

Anonymous Patron <MNo email

Beceived: 2008/10/24 (04:53:31

{Librarian I full name]

Assigned: {{Librarian 1 ID number])
Type: Chat Sessions
posion 9723

ime:

Descriptive " .

13; HpH Reference , Elecironic Resources
Codes

Referet: [Libratry website]

Mozilla/5.0 (Macintosh; U; Intel Mac O8 X 10_4_11; en)
Browser/{5: AppleWebKit/525.18 (KHTML, like Gecko) Version/3.1.2

Safari/525.22
Cobrowse: No
Question History

Patron:
04:53:31 2008/10/24 (GMT-5)

Librarian:
04:53:31 2008/10/24 (GMT-5)

[Librarian 1 full namel
{{Libravian 1 I number] At
[Library location]):

04:53:3% 2008/10/24 (GMT-5)
{Librarian 1 fuoll name]
{({Librarizn 1 ID number] At

{Library locatior]):
04:53:55 2008/10/24 (GMT-5)

[Librarien 1 full name]
{iLibrarian 1 D number] At
[Library locatien}):

04:54:16 2008/10/24 (GMT-5)

Patmn_:
(4:54:28 2008/10/24 (GMT-5)

[Librarian 1 fuli name]
([Librarian 1 I number] At
[Library tocationl}):

04:54.44 2008/10/24 (GMT.5)

Qwidget: hi. i am at home now, how can 1 download
PDFs from the infernet?

Note: Patron’s screen name: Library Patron

Librasian [Librarian 1 first name]' has joined the
SESSIOMN.

Hello I am reading your question. 1 will be with you in
a moment.

A particular pdf?

an article

Do you have the details?
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Patron:
04:54:56 2008/10/24 (GMT-5)

{Librarian I full name]
{([Librarian I D number] At
Library location]):

04:55:09 2008/10/24 (GMT-5)

Patron:
04:55:19 2008/10/24 (GMT-5)

Patroun:
04:55:21 2008/10/24 (GMT-5)

[Librarian ! full name]
([Librarian 1 [D number] At
[Library location]):

05:01:41 2008/10/24 (GMT-5)

Patron:
05:01:59 2008/10/24 (GMT-5)

Patron:
05:03:26 2008/10/24 (GMT-5)

[Librarian 1 full name]
({Librarian 1 ID number] At
[Library location]):

(5:03:48 2008/10/24 (GMT-5)

Patrom:
(5:05:58 2008/10/24 (GMT-5)

{Librarien 1 full neme]
([Librarian 1 ID mumber] At
[Library location}):

05:17:23 2008/10/24 (GMT-5)

Patron:
05:17:40 2008/10/24 (GMT-5)

Patron:
05:18:11 2008/10/24 (GMT-5)

[Librarian 1 full name]
({Librarian 1 ID number] At
(Library location]):

05:18:21 2008/10/24 (GMT-5)

Patron:
05:18:22 2008/10/24 (GMT-5)

Patron:
05:18:37 2008/10/24 (GMT-5}

T am Jooking for this atticle:
Conversion and recovery of Puerto Rican mangroves:
200 years of change

I am just going to check, I will be back shortly, please
wait.

its in elsevier journal... just recently published
thanks

I'm still looking ... do you have any other information?

wait..., I will get the authors
Sebastidn Martinuzzi

» William A. Gould, Ariel B. Lugo and Frnesto Medina
Okay. Il have another fook. won't be long.

thanks

I can't find anything by those authors with that exact
title. Do you know the name of the
journat?

nope...

the article was published online only last 17 Qctober...
maybe jts not available for download
yet

Where did you hear about it?

ok.. i have another question

if t am overseas, how can i download PDF:?



Patron:
(5:18:52 2008/10/24 (GMT-5)

[Librarian 1 full name]
([Librarian I ID number] At
iLibrary location]):

05:20:33 2008/10/24 (GMT-5)

{Librarian 1 full name]
(fLibrarian 1 ID number] At
[Librarcy location]):

05:20:54 2008/10/24 (GMT-3)

Patron:
05:21:48 2008/10/24 (GMT-5)

Patron:
05:23:05 2008/10/24 (GMT-3)

Patron:
05:23:26 2008/10/24 (GMT-5)

[Librarien 1 full neme]
([Librarian 1 ID number] At
[Library location]):

05:23:32 2008/10/24 (GMT-5)
[Librarian 1 full namel
([Librarian 1 FD number] At
[Library location]):

05:24:19 2008/10/24 (GMT-5)
{Librarian 1 full name]
({Librarian 1 ID number] At
[Library loecation]}:

05:24:41 2008/10/24 (GMT-5)

iLibrarian i full name]
{{Librarian 1 ID number] At
[Likbrary location]):

05:25:15 2008/10/24 (GMT-3)

ive got an email from a friend referving to that article

If you can locate the pdf you want, it won't matter
whete you are. You click on the

article and it should download. eg.

http:/fwww esajournals.org/toc/fron/6/2

if you ckick where it says "PDFE" the article should
download.

Did they send you a link?

wait...

Access Online Article
Convetsion and recovery of Puerto Rican mangroves:
200 years of change

Forest Ecology and Management, In Press, Corrected
Proof, Available online

17 Qcrober 2008,

Sebastidn Martinuzzi, William A. Gould, Ariel E. Lugo
and

Ernesto Medina View Absiract

s0... it is in Forest Ecology and Management journal

(Give me a minute .. I' check again

OFE. We have that online : {Library website]

Open another window and copy and paste the link.

Do you have the library record for Forest Ecology and
Management in front of you?

m M ™ M
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Patron:
05:25:27 2008/10/24 (GMT-5)

[Librarizn 1 full name]
{[Librarian 1 II} number] At
[Library location]):

(5:26:03 2008/10/24 (GMT-3)

Patron:
05:27:15 2008/10/24 (GMT-5)

[Librarian 1 full name]
{ILibrarian I ID nember] At
{Library location]):

05:27:25 2008/10/24 (GMT-35)

Patron:
05:27:26 2008/10/24 (GMT-5)

[Librarian I full name]
{{Librarian 1 ID number] At
fLibrary location]):

05:27:53 2008/10/24 (GMT-5)

Patron:
05:28:19 2008/10/24 (GMT-5)

[Librarian 1 full name}
{{Librarian 1 IIJ number] At
[Library location}])s

05:28:44 2008/10/24 (GMT-5)

Pztron:
05:29:08 2008/10/24 (GMT-5)

[Librarian 1 full name]
{Librarian I ID number] At
[Library Jocation]):

05:29:19 2008/10/24 (GMT-5)

Patromn:
05:31:57 2008/10/24 (GMT-5)

Patromn:
05:32:01 2008/10/24 (GMT-5)

Patron:
03:32:12 2008/10/24 (GMT-5)

[Librarian 1 full name]
{Librarian I ID number] At
[Library location]):

05:32:14 2008/10/24 (GMT-5)

o

Have you copy and pasted the Hunk I sent you into
another window?

yes 1 did

and it didn't work?

but how can i download the PDF

First ... Do you have the library record for Forest
Ecology and Management in front of you?

it shows that that journal is in the [Library catalog]

Do you see where it says via ScienceDirect ?

yes

Click on that ...

ye&... got it now
thanks so much
sa even if im overseas, 1 can download PDFs?

From there you can download pdfs, but I can't see the
one you are looking for ...



[Librarian 1 full namel
{[Librarian 1 ID number] At
[Library locationl}:

(5:32:20 2008/10/24 (GMT-5)

[Librarian I full name]
({Librarian 1 ID number] At
[Library location]):

05:32:39 2008/10/24 (GMT-5)

Patron:
05:33:12 2008/10/24 (GMT-5)

Patron:
05:33:29 2008/10724 (GMT-5)

[Librarian 1 full name]
{({Librarian 1 ID number] At
[Library location}):

05:33:56 2008/10/24 (GMT-5)

Fatron:

05:34:25 2008/10/24 (GMT-5)
[Librarvian 1 full name]
{([Librarisn 1 I number] At

[Library location}):
05:34:38 2008/16724 {(GMT-5}

Patromn:

05:34:51 2008/10/24 (GMT-5)
[Librarian I full name]
([Librarian I ID number] At
Hibrary location]):

05:35:44 2008/10/24 (GMT-5)

fLibrarian 1 fulf name]
({Librarian I ID number]-At
iLibrary location]):

05:39:06 2008/10/24 (GMT-53)

[Librarian 1 full name]
([Librarian 1 ID number] At
{Library locationiy

05:39:08 2008/10/24 (GMT-5)

{Librarian 1 full name}

{({Librarian 1 ID number] At

[Library location]):
(5:30: 14 2008/10/24 (GME-5}

Do you see it?

Yes. Just click on the pdf symbol.

ive seen it... 1 aciually downloaded it already

its in he ‘online section’

Great! Use that process whenever yon want to locate
and dowunload something.

thanks so much for your assistance

You're welcome.

ok... bye for now... thanks again

Cheers

Librariau ended chat session.

Mote: Set Resolution: Answered

MNote: Set Description: Electronic Resources

=
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[Librarian I full neme]
{{Librarien i ID nuinber] At
[Library location]):

05:39:20 2008/10/24 (GMT-5)

Librarian:
21:54:37 2008/10/26 (GMT-5)

Note: Set Description: Reference

Closed by Librarian # [Librarian 5 ID number].
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Bchedule of Completion
Cyber Synergy: Seeking Sustainability through Coilaboration betwaen
Virtual Reference and Social QSheett Sites
) | YearOne (2011-2072) VBT :
1o N30 T TF I 1A T I 1. dA. [E

GEMERAL AOMINISTRATION

General Administrative Oversight ; . o ke
Travel to IMALS ,

Phasa ! Transcript Content Analysis
Analysis of 300 live chat and 200 Qwidget Transcripis and
Sacial QRA transeripts

$150,000

T T

Phase it Telephone Interviews N |
{in depth Interviews with 150 QP users and Experts Users || o e A
of Social Q&A services _
Desizn and Pre-test Telephane Intervisws 9
Recruitment of interview subjects G

Dats Analysis of Telephohe Interviews 3

Phase Ui System Design

Design specifications and a prototype system to link VRS
and social Q & A services

Participztory deslgn cession with system develepers from
Rutgers University and industry designers

Create prototype design mockups

Conduct tognitive walkthroughs with experts and policy
makers

Fhase IV implementation and Evaluation

Fleld test and evaluations of designed system(s) and
sServices

limplementation af protatype in real-life application and
conguct a case study with QP setvice groups

| $161,300

(RSP

1 $197,620

'$153,925

Evaluation and Communication Plan
Complete Al Analyses, Prepare Interim IVLS Reportsandif "I 17T F [ jgedmers
{Einal IMLS Report R _, o b
Evaluation of project website visits and downloads, L e
jresponses to blog and listserv nosts IR
Evalyate how VRS providers tra ining resuits and system _ ’ i ,

$137,700

desizh examination q{ M .
Attend Professionat Conferences Tor Data Collection from w,m,m ‘
Experts and Policy makers and Disseminete Findings 1 s
Internal and External Advisory Board Consultations evary || e e A

iy tonths . _w,ﬁ “w :

Dissernination through Publications




L L

U0 [ R NS B O

—

——

L d

L



PARTNERSHIP STATEMENT

Complete one of these forms for each formal pariner.
Legal name of applicant organization (6a from Face Sheet): Rutgers, The State University of New Jersey

1. Legal name of patiner organization: OGLC, inc.
2. Pariner DUNS number: 06-358-7745
3. Mailing address:
Streett: 6565 Kilgour Place Sireat2:
City: Dublin State: Ohlo Zip+4:43017-3395
4. Partner Web address: hitp://www.ocle.org/
5. Martner project contact name; Lynn Silipigni Connaway
Title: Consuiting Research Scientist
Telephone number: {3032)248-3623 E-mail: connawal@oclc.org
8. Governing control of partner (choose one):

{_] State Government Monprofit with 561 ¢ )3 RS Status (Other than

{Z] Couniy Government tnstitution of Higher Education} ‘

{71 City or Township Governmant L1 Nonprafit without 501( ¢ }3 1RS Status (Other than

{”] Special District Govermmant Institution of Higher Education)

I Regiona! Organization {71 Private Institution of Migher Education

1 U.S. Territory or Possession 1 Individual

[1 Independent School District [ For-Profit Organization (Other than Small Business)
[} Public/State Controlled institution of Migher Leaming {71 Small Business

{1 Indian/Native American Tribal Government (Federally [[] Hispanic-sarving tnstitution

Recognized) [} Historically Black Colleges and Universities (HBCU's)
L} indian/Native American Tribal Government [J Tribally Controlled Colleges and Universities (TCCUs)
{Qther than Federally Recognizad) [ Alaska Native and Native Hawaiian Serving Institutions
[ IndiarvNative American Tribally Designated Organization ] Nondomestic {non-U.8.) Entity

1 Publictndian Housing Authority [71 Other (specify)

7. What is the partner organization’s mission? [500 characters] OCLC Online Computer Library Center is
a nonprofit, membership, computer fibrary service and research organization dedicated to the public
purposes of furthering access to the world's information and reducing information costs

8. Describe the partner organization's service area {audience served, including size, demographic
characieristics and geographic area) [500 characters? More than 57,000 libraries in 112 countries and
territories around the world have used OCLC services including cataloging, reference, rescurce sharing,
eContent and preservation services

8. List the partner's key roles and responsibifities in the project: [1000 ¢haracters]

The project time of Lynn Silipigni Connaway, Co-Principal investigator, wilt be supported by OCLC for the
duration of the project. She will provide expertise in focus group and individual interview data collection

'and analysis, disseminate the resulls of the research, and assist with the evaluation of websites, OCLC

will support the time of the OCLC staff who are members of the Internal Advisory Board. They will provide
expertise in 3-D virtual library environments, the integration of social software into library systems and
services, transeripts from the QuestionPoint service, and the evaluation of websites. The OCLC Usability
Lab will be available for both in-persen and remote website evaluation sessions. A sampie of 800
QuestionPoint transeripts from October 2007 through September 2010 and access o available



CluestionPoint Second Life data will be provided by OCLC. QCLC Research will provide technical
gxperiiss for the project and will host the project website.

Plaass note:
A. Submission of this application by the Authorized Representative of the applicant organization raflects
the partner organization’s agreement with the following statements:

¢ Wowill carry out the aclivities desciibed above and in the application narrafive.

s \We will use any federal funds we receive from the applicant organization in accordance with
applicable federat laws and regulations as set forth in the program guidelines and the terms and
conditions of the grant award.

= Wa assure that our faciliies and programs comply with the applicable faderal requirernents and
laws as sat forth in the program guidelines. _

B. Prior 1o submission of the application, the applicant will ensure that the partner organization has
provided io the applicant a signed original of this Partnership Staternent for the applicant’s records. Such
original will be made avallable to IMLS, if requested by IMLS. '
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Office of Research and Sponsored Programs
Rutgers, The State University of New Jersey
3 Ruigers Plaza - ASBH o New Brunswick = New Jersey 08901
Email: sporpgms@uorsp.suigers.ady  » Web: Rilp:dinfe.suigers edu/orsp
Tel: 732-932-0150 + Fax 732-932-0182

STATEMENT OF INTENT TO ESTABLISH A CONSORTIUM AGREEMENT

- Subject: Subcontract Proposal Entitled: “Cyber Synergy: Seeking Sustainability through
Collaboration Between Virtual Reference and Social Q&A Sites”, Rautgers Pls Marie L. Radford,
e PhD and Chirag Shah, PhD, Collabotator PI Lynn Silipigni Connaway, PhD.

Dear Mr. Charles Thomas:

Rutgers is pleased to team with OCLC Online Computer Library Center, Inc. on the research
proposal being sent to the Institute of Museum and Library Services. Rutgers University anticipates a
three year period of performance beginning October 1, 2011, ending September 30, 2014, funded at
— the level of $1,830,275.92 as detailed in our proposed budget that has beén forwarded to your office.

= Rutgers is an educational institution, which is an instrumentality of the State of New Jersey and
-7 conducts fundamental research in basic and applied science and engineering that is widely and openly
published and made available to the scientific and academic community.

Rutgers shall enter into agreements for the support of research or instruction that do not require it, as
a university, to participate in (1} handling or transmitting classified information, documents, material,
or equipment, or (2) processing the security clearance of any person or facility, or (3) controlling

— access to any information in accordance with any security regulation, whether public or private.

—  H'funding is secured, Rutgers University will provide any relevant current notices of approval for any
~1 and all animal and/or human subjects’ protocols which may apply to this proposal, and
documentation of human subjects education certification for individuals working on the refated
human subjects protocols. Funds will not be released until the documentation is provided.

Ratgers Umversity will assure full compliance with award terms and conditions, as well as the
.. regulatory and administrative requirements of the sponsor and any government entity with authority
—  and jurisdiction in said matters.

Shouid this proposal be selected for funding, Rutgers agrees to entet into an agreement
whose ferms and conditions do not restrict our right to publish results of the research and do not
restrict the parlicipation of any individual based upon nationality, race, or religion.
The appropriate programmatic and administrative personnel of each institution involved in this grant

i  application are aware of the prime sponsor’s consortium grant policy and are prepared to establish the
necessary inter-institutional agreement(s) consistent with that policy. Questions regarding the technical aspects



of this proposal should be direcied to Prof. Marie L. Radford at (732) 932-7500, ext. 8233, Administrative
andfor fiscal questions should be directed to Nicole Nicholas, Research Contract and Grant Specialist, (732)
932-0150, ext. 2127 at the contacts listed above.

RUTGERS, THE STATE UNIVERSITY Consortium Institution

OF NEW JERSEY CCLC COnline Computer Library Center, Inc.
%AUWM{%

Marie I, Radford 1/26/11 Lynn Silipigni Connaway ___ 1/26/11

{name} (date) Principal Invesitagor

Principal hnvestigator

Chirag Shah 1/26/11
(name) (date)

Principal Investigator

(name) (daie)
Institutional Authorized Signature

Rev. 1.11.05

(signature optional) (date)
Jay Jordan 1/26/11
(name) {date)

Official Authorized to sign for
Institution

——

J—
r |



"(.
5
g
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January 27, 2011 6563 Kilgour Flace

Dublin, OH 43017-3395 LSA

T +1-614-764-6000
1-800-848-5878

Chuck Thomas, Senior Program Officar § +1-614-764-6096
Institute of Museum and Library Services 7 ocic@oclc.org
1800 M Street NW, 9 Floor _
Washington, DC 20038 ORI DULCORG

Dear Mr. Thomas,

We are pleased fo collaborate on the grant pronosal being submitied to the Institute of Museum
and Library Services by Rutgers, The State University of New Jersey, on behaif of co-
investigators Marie Radford, Associate Professor in the School of Communication and
information at Rutgers, and Lynn Silipigni Connaway. Dr. Connaway is a Senior Research
Scientist at QCLC.

The proposed research project, “Cyber Synergy: Seeking Sustainability through Collaboration
between Virtual Reference and Social Q&A Sites,” is greally needed in the library community
because virtual refsrence services (VRS), including live chat and Instart Messaging (IM) formats,
have become well-established offerings now found on the great majority of library websltas,
Difficult econernic times have negatively impacted library funding and many collaborative VRS,
although they effectively leverage consortia resources, and many have folded or are in imminent
danger.

This project builds on the findings of the researchers’ pravious IMLS-funded study, “Seeking
Synchronicity: Evaluating Virtual Reference Senvices from User, Non-User, and Librarian
Ferspectives.” The new praject seeks to discover innovative ways to ensure that collaborative
VRS remain sustainable amid today's budget woes and increased competition for libraries. In
addressing these areas, the project will look o social Q&A sites (such as Yahoo! Answers,
Answerbag, Wikidnswers, etc.) {o see if there are lessons to be leamad from their Stiecess, as
well as to explore virtual callaboration opportunities (including potential revehug-generating
options) and VRS system enhancements.,

This proposed research project is an excellent opportunity for Rutgers University and GCLC
Research to.sxplora how VRS could not only better utilize existing subject expertise of librarians,
but aleq connect with potential users and information seekers fram social Q&A services (who may
be interested in value-added, fee-based options that librarians might offer) and social media sites
it general to creale & more open, Innovative, and sustainable pathway for the future of these
services. This, in turn, will contribute to the continued advancement of the library and information
science profession, creating opportunities for futurs invesfigations by other rasearchers. Because
of this, we agree fo the following in-kind contributions.
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SQA Example 1 from Yahoo! Answers

. Why is Americen foothail called "footbail'? ‘
Anyone know why we call it football when the feet are only used on the ball in punts, kick offs and field
goals?

A. Best Answer - Chosen by Asker _
Well, anyone can copy and paste. But that guy didn't answer your questlon. Here's
why it's called football. :

When American football was being developed, it was called football, as was soccer,
as was rugby. To differentiate the different sports, in the mid 1909s (1905-1906),
Americans started calling soccer "Association football," football was "American
football," and rugby was "Gaelic football.”

Obviously, being an egocentric nation, the American was dropped and it became
football.

Association football was shortened to Assoc. footbal (pronounced A-sock), which
was further shortened to Socc. football. It developed into the name "soccer.”

Gaelic football is still Gaelic football, but rugby grew out of that. How, [ dunno.

There's your answerl!

Asker's Rating:

e

Asker's Comment:

Thanks for the good answer. [ wash't about to read the history of football
copied from some wehsite,



SQA Example 2 from Yahoo! Answers

Q. My laptop turns on but the screen stays black?

jt's actually my parents laptop. They use it for shopping online, bank and stuff. So no
virus, [t's an acer laptop which originally had the windows vista software but
recently been changed to xp. | used it last night for facebook, yahoo, people.com and
some skateboarding sites, His morning my mom tries to turn it on but the screen
stays black. The on button in green but screen: nothing. My morm is scolding me
right now because she thinks it's virus that I "downloaded” please help!i!!

A. Best Answer ~ Chosen by Asker

Well tries this,

1-connect another monitor to i,

2. turn on the lap top on the safe mode, press f8 button, i think

3. you should get visual on the new monitor,

41.go to control panel and check the appearance and resolution and check monitor
status

5. if there is no visual on the 2ed monitor,there is probably a problem with
connection.

Some say lap top Monitors last about 4-5 years, if she has been travelling with it well
less any 3-4 years.

good luck,i have read mac and toshiba have the best laptop screen and

Asker's Rating:

Asker's Comment:

Thanx alot!! Ithaca worked in ry brother’s laptop!! The one | asked about
was only dead because the battery was dead!! U should have seen my mom’s
facel! It wasn't about me at all!f Thanx!!

M M

S N I R B

— o Mmoo Tt m

A I e B

[ A s R e E et S

—/ /M



L L i iy L e b hd L L LY L e L L ke L k)



Cyber Synergy: Seeking Sustainability through Collaboration Between

Yirtuat Reference and Social (3&A Sites
Key Personnel

Principal Investigators

Marie L. Radford, Ph.D., Associate Professor at Rutgers University, School of Communication
& Information '

Lynn Silipigni Connaway, Ph.D., Senior Research Scientist at OCLC's Office of Research

Chirag Shah, Ph.D., Assistant Professor, Rutgers University, School of Communication &
Information

Internal Advizory Board

Susan McGlamery, QuestionPoint Sentor Product Manager, OCLC, Inc.

Paula Rumbaugh, QuestionPoint Product Manager, OCLC, Tnc.

Mor Naaman, Ph.D., Associate Professor at Rutgers University, School of Communication &
Informnation

Jacek Gwizdka, Ph.D., Assistant Professor at Rutgers University, School of Communication &
Information

Nicholas Belkin, Ph.D., Professor II at Rutgers University, School of Communication &
Information

Michael Lesk, Ph.D., Professor at Rutgers University, School of Communication & Information
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Rich Gazan, Ph.D., Assistant Professor, University of Hawaii
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