ABSTRACT:  For eReference services to be effective, they need to be promoted to the public.  Libraries must promote their presence and services through a variety of mediums: marketing, advertising and media.  This proposal seeks to develop a model promotional program that would allow institutions (public, academic, special and school libraries) to provide a sustained promotional effort for their digital reference services (email and live chat).  Focus would be on developing:

· age and media appropriate messages;

· guidelines for naming and defining a digital service;

· guidelines for creating a graphic image (icon/logo) and standards for its usage;

· development of an advertising and promotional campaign, including sample budgets;

· development of promotional materials for both staff and the remote user; and

· development of evaluation criteria.

Several of these components would be field-tested in a collaborative environment using King County Library System’s eAnswer service and UW’s Q&A Live virtual reference service.  The grant would also accommodate two or three statewide workshops that would focus on the use and implementation of a model promotional program for local digital reference services.

1.  Describe the desired outcome that would result from the implementation of this proposal.

Desired outcome would be to provide a more unified approach to promoting and marketing digital reference services statewide.  This would allow institutions providing email and/or live chat reference services throughout the State to maximize their promotional resources by using a series of age, institution and media appropriate, pre-scripted marketing messages.  Guidelines for naming a digital service would be developed as well as the development of an advertising and promotional campaign, sample media budgets – all of which would serve to maximize an institution’s resources.

2.  Describe the existing situation as it related to the problem, need or opportunity.

King County Library System (KCLS) has been providing email reference service since 1997 and live chat services since September 2000.  Both services have received limited promotional exposure for fear of having the services overwhelmed by users.  By developing a strategic plan for promoting their digital reference services, with predetermined components for incremental implementation, institutions would no longer have to be afraid of promoting their services and having their staffing capacity overwhelmed by users.  A review of current digital reference literature as well as speakers at national conferences tell us that a sustained promotional program is key to a successful email and/or live chat service.  A model promotional program would, therefore, allow libraries to publicize their digital services in appropriate, incremental and cost-effective ways.

3.  What efforts have already been made to resolve the problem or need, or to take advantage of  

     the opportunity.

Since September 2000, KCLS has developed several live chat “icons” (based on our various service names) for our Home Page as well as marketing messages that have been used in promoting our live chat service.  In addition, a limited promotional effort was undertaken by KCLS that highlighted the various ways patrons could obtain answers to their questions - in person, phone, email and live chat – that included targeted radio PSAs on KUBE 93.3 FM, interior bus signs and online banner ads on King5.com and NWCN.com.  KCLS will be expanding its live chat service hours and needs to develop a sustained, cost-effective and efficient approach for promoting its digital reference services.  This need, combined with an LTSA grant, would allow KCLS to develop a model promotional program that could be immediately field-tested by both KCLS and the University of Washington’s Q&A Live service.  Field-testing would allow adequate time for modifications.  KCLS has been successful in developing and promoting the KCLS “Brand” and has the expertise to facilitate the development of a “model” program for the promotion and marketing of digital reference services.

4.  Describe the solution to the problem or need, or the approach to take advantage of the 

     opportunity.  How does this solution alleviate or resolve the problem previously described?  

     Why is this solution the best approach?

The development of a “model” promotional program that can be easily adapted to individual situations benefits us all.  Most institutions have limited staff that can be devoted to promotional and marketing activities.  Limited financial resources often lead to limited marketing efforts, especially for digital reference services.  Librarians tend to have an incomplete mindset of what it takes to make the public aware of digital services and tend to think of marketing or promotion only in terms of posters, flyers, brochures, etc.  

A goal of such a “model” program would be to expand those horizons and to incorporate all aspects of a promotional program: advertising, marketing and media.  A successful “model” program would allow institutions with digital reference services to utilize various components to target specific audiences, which could result in more efficient staffing patterns as well as better utilization of their services.  This project would also allow us to

examine and expand upon existing effort such as the partnership between LSSI and Q&A Café as well as ClevNet’s KnowItNow live chat services.  

5. Describe any shared or cooperative responsibilities in this project and the relationship of the 


partners.



KCLS would partner with UW’s recently launched Q&A Live service to field-test several 



Marketing and evaluation components, which would be developed by a marketing 



consultant in conjunction with KCLS’s Community Relation and Graphics Department, 

and other appropriate Team members.  A variety of age and institution appropriate scripted messages would be developed and created to be field-tested for their effectiveness since KCLS serves a public clientele, while UW serves an academic clientele.  Feedback from these field tests would help refine various marketing messages.  Evaluation criteria would be established to measure the success of both live chat and email reference transactions.  Both institutions would be committed to field-test the online evaluation form for live chat.

6.
Describe how the proposal fits into local plans and planning processes.

KCLS will soon be expanding its eAnswer live chat service from 12 hours per week to 74 hours per week by creating an Answer Line Call Center using eGain’s Call Center Bridge software.  At that point, a sustained promotional effort needs to be developed in order to effectively advance this expanded service to remote users.  UW’s newly launched Q&A Live service may also need to be vigorously promoted.  KCLS Community Relations Department has been successful in a strategic branding effort for KCLS and has won national awards as a result.  The Department has also been involved in developing promotional materials that highlight various ways users can access information and reference providers.  Those materials include interior bus signs, radio PSAs, flyers for school use, posters, as well as having a limited online presence on King5.com and NWCN.com.  How to provide a sustained marketing presence is the question that now faces KCLS and other institutions with digital services.  A model promotional and marketing program would offer answers to this challenging question.

7.
Describe the ability of the library to implement and support the proposed activity.

Full administrative support has been given to this project.  Both UW and KCLS’s Community Relations departments would work with an established marketing consultant to identify and develop appropriate marketing messages that would target potential users of email and live chat services.  As for KCLS, its Graphics Department would implement design ideas, while its Web Services Department would implement a marketing web presence based on guidelines developed as part of this project including being responsible for any web based evaluation tools developed.  UW would also test these same marketing components.  Refinement of marketing messages would be on-going and would be the responsibility of each institution.

8.
What other sources of funding were considered to support implementation of this proposal?

A portion of the KCLS Community Relations and Graphics 2002 budget will be used to implement the printing of flyers and posters announcing expanded eAnswer service hours.  Additional funding for media spots, interior bus signs, etc. may be necessary in order to field-test some individual marketing components.  UW would be committed to maintain a local level of marketing support for their Q&A Live service for the duration of the grant.

9.
Describe how this project meets the vision, goals, and objective of Designing Our Future 2002-2007, A Statewide Plan for Washington Libraries.

The goal of this proposal is to develop model promotional and marketing tools that will allow libraries to elevate the awareness of their digital reference services in a cost effective and professional manner.  Such activities would raise the expectation of our remote users to access “library resources and services at any time of day.”  Remote users would know that they can have “easy and fast access to information whenever and wherever they need it.”  Libraries in rural areas could inform their users about digital reference services just as effectively as libraries in urban areas.  The focus of this grant would be to promote the Vision of “access to information through both physical and virtual libraries electronically connected to the universe of information and knowledge” by a developed and sustainable promotional and marketing effort.   The Values of “cooperation and sharing of resources among libraries and community organizations” and “responsible stewardship of public funds” would be an end result of a successful model promotional program for digital reference services.  As for Goals, a sustained promotional and marketing program on a local level would “increase the ability of the people of Washington to learn how to use and access integrated online resources and services on a 24-hour basis,” “increase the appreciation, support and awareness of library resources and services,” and “increase the ability of the people of Washington to have access to library resources and services in all areas of the state.”  Use of a model program would also enable libraries to stabilize their funding for marketing and promotional activities.  A coordinated marketing and advertising effort on behalf of digital reference services would raise Public Awareness and would serve to “promote the value of libraries to the people of Washington,” would help “develop training to increase the skill of library/staff/trustees in advocacy, marketing, and public relations,” would allow for “develop [ment of] appropriate materials and tools for library staff to use in promoting libraries and publicizing their local services,” and would “build and expand on the information literacy campaign with continued marketing, promotion and training.  Many of the goals and strategies outlined for 2002-2007 have an underlying marketing and promotional aspect that this proposal seeks to address.  Several statewide workshops would be developed and presented in order to “ensure that training for library staff is appropriate to local needs and available in convenient and easily accessible locations, especially for rural and remote libraries.”  

10.
List the major objectives and tasks that are required to accomplish this project.  Include time 

frames and identify the responsible party who will carry out the task.  Include enough information to show reviewers that the process is logical and well thought out.  A format for presentation of this information is included on the following page.  Copy this format onto additional pages, if necessary.


Organize work team – UW, Julie Wallace, Barbara Pitney, Lisa Hill (June)

Identify, interview, hire and educate consultant about emerging field of virtual 

reference/demo live chat and email services for better understanding of their resource potential – UW, Julie Wallace, Barbara Pitney (June-July)



Identify overall grant objectives and identify target user markets by age (school, college, 

adults, seniors, etc.), formats (web, print, media, presentations, etc.), types of services (email, live chat), and types of institutions (schools, public, academic, special [KC Law Library], etc.) – Consultant, UW, Julie Wallace, Barbara Pitney, Lisa Hill (July)



Development of sample age appropriate messages by types of media – Consultant, UW, 




Julie Wallace, Barbara Pitney (August-September)



Development of guidelines for naming a service, designing an icon/service logo, and for 

establishing evaluation criteria – Consultant, UW, Julie Wallace, Barbara Pitney, KCLS Graphics Department (August-October)



Design icon/logo for testing for Q&A Live, if desired – Consultant, UW, Barbara Pitney, 




KCLS Graphics Department (September-October)



Implementation of an on-going web based user survey – Consultant, UW, Barbara 




Pitney, Lisa Hill (July-August)



Field-testing by UW and KCLS of specific marketing components – UW, Julie Wallace, 




Barbara Pitney (November 2002-July, 2003)



Identify number of remote users to participate in a usability study – Consultant, UW, Julie 




Wallace, Barbara Pitney, Lisa Hill (January)



Test evaluation criteria by conducting a remote user’s usability study – Consultant, UW, 




Julie Wallace, Barbara Pitney, Lisa Hill (February-March)



Evaluation of field-testing and re-design work – Consultant, UW, Julie Wallace, Barbara 




Pitney (March-April)



Development of statewide workshop presentations – Consultant, UW, Julie Wallace,




Barbara Pitney (April-May)

Conduct statewide workshops – Consultant, UW, Julie Wallace, Barbara Pitney (May-


June)



Write Final Report including all “model” marketing materials – UW, Barbara Pitney (June-




July)

11.
Fill out budget on the following pages.  Describe how the budget was arrived at and why this 

budget is appropriate.  Complete a short narrative statement for each of the budget categories, describing what items are included within the proposal.


$25,000 to cover cost of a Consultant to develop guidelines for marketing digital 

reference services; develop age, institution and media appropriate messages, conduct field-testing and re-design work, develop evaluation guidelines, interpret evaluation results, and present 2-3 statewide workshops.



$ 4,000
to cover cost of supplies



$ 1,000 to cover Consultant’s travel expenses for statewide workshops



$30,000 TOTAL GRANT REQUEST

12.
Describe the measures that will be used to evaluate the project.

First, both KCLS and UW will need to establish existing service levels for their digital reference services.  These service levels will be based on statistics already complied by each institution for their digital services.  Second, UW and KCLS will determine if various marketing components that are age, institution and media appropriate increased levels of activity for each of their services.  Will determine which marketing components worked best for each institution.  Third, will analyze web based user survey and usability results to determine effectiveness of various marketing efforts.  

ADDENDUM TO KCLS VIRTUAL REFERENCE SERVICES 2002 GRANT APPLICATION

The following addendum clarifies how the King County Library System will accomplish all project tasks in relationship to the contract period (June, 2002-August 31, 2003). 

List the major objectives and tasks that are required to accomplish this project.  Include time frames and identify the responsible party who will carry out the task.  Include enough information to show reviewers that the process is logical and well thought out.  A format for presentation of this information is included on the following page.  Copy this format onto additional pages, if necessary.


Organize work team – Nancy Huling (UW), Julie Wallace, Barbara Pitney, Lisa Hill (June)


Identify, interview, hire and educate consultant about emerging field of virtual reference/demo live chat and email services for better understanding of their resource potential – Nancy Huling (UW), Julie Wallace, Barbara Pitney (June-July)


Identify overall grant objectives and identify target user markets by age (school, 


college, adults, seniors, etc.), formats (web, print, media, presentations, etc.), types of services (email, live chat), and types of institutions (schools, public, academic, special [KC Law Library], etc.) – Consultant, Nancy Huling (UW), Julie Wallace, Barbara Pitney, Lisa Hill (July)


Development of sample age appropriate messages by types of media – 


Consultant, Nancy Huling (UW), Julie Wallace, Barbara Pitney (August-September)

Development of guidelines for naming a service, designing an icon/service logo, and for establishing evaluation criteria – Consultant, Nancy Huling (UW), Julie Wallace, Barbara Pitney, KCLS Graphics Department (August-October)


Design icon/logo for testing for Q&A Live, if desired – Consultant, Nancy Huling (UW), 


Barbara Pitney, KCLS Graphics Department (September-November)


Implementation of an on-going web based user survey – Consultant, Nancy Huling (UW), 


Barbara Pitney, Lisa Hill (July-August)


Field-testing by UW and KCLS of specific marketing components – Nancy Huling (UW), Julie 


Wallace, Barbara Pitney (November 2002-July, 2003)


Identify number of remote users to participate in a usability study – Consultant, 


Nancy Huling (UW), Julie Wallace, Barbara Pitney, Lisa Hill (January)


Test evaluation criteria by conducting a remote user’s usability study – 


Consultant, Nancy Huling (UW), Julie Wallace, Barbara Pitney, Lisa Hill (February-March)


Evaluation of field-testing and re-design work – Consultant, Nancy Huling (UW), Julie 


Wallace, Barbara Pitney (March-April)


Development of statewide workshop presentations – Consultant, Nancy Huling (UW), Julie 


Wallace, Barbara Pitney (April-May)


Conduct statewide workshops – Consultant, Nancy Huling (UW), Julie Wallace, Barbara Pitney 
(May-June)


Write Final Report including all “model” marketing materials – Nancy Huling (UW),
Barbara Pitney 


(June-July)
