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The Use Study of the Digital
Reference Service from the
National Central Library

Ming-Ling Wang Francis Tu Tsai-Erh Tseng

Abstract

The National Central Library initiated The Digital Reference Service System
in March 2002. The main purpose of this system is to introduce the web-based
submission form for readers to pose reference enquiries online. As of the end of 2009,
the accumulated readers’ reference enquires amounted to 5,745. For exploring the
functionalities of this system, 676 reference enquires in 2009 are taken as examples,
both literature review and content analysis are applied as research methods to complete

this study.

Three main topics in this study are: users (genders, education levels, ages,

occupations); reference enquiries (types, subjects, locations, etc.); librarians’ replies
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(average time spent on a reply, the authors’ personal observations)

The conclusions of this study include: the most frequent users are undergraduate
and graduate students, females are more than males among those students, the growing
number of users from Mainland China, the blurring boundary between the reference
service counter and the call center. Lastly, some suggestions are: to draft guidelines
for implementing digital reference service, to improve the efficiency of web-based
submission forms, to strengthen the analysis of librarians’ replies and customers’

satisfaction.



