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The objectives of this research were to study the reference librarians’
experiences and attitudes towards digital reference services in academic
libraries as well as the problems they encountered while servicing. The
sample group consisted of 70 reference librarians in charge of information
and planning digital reference services in 36 government and private main or
central academic libraries in the Bangkok Metropolitan area. Questionnaires
were used to collect data from the groups. The data were analyzed by the
program SPSS/PC+ to obtain the percentage, mean, and standard deviation.

The results could be summarized as follows:
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1. Most of the respondents had the highest experience in using
electronic mail in their service. Most of the questions were short and easy to
answer. Telephone and e-mail were communication channels that were used
more often. They received about 10 questions a day or about 50 questions a
week. The majority of the librarians did not limit the number of queries
received or the kind of reference questions they would answer via digital
means. Usually, they would select to answer only short subjective questions.
Most librarians limited the service only to the faculty members. The librarians
would send the answer back to the patrons as quickly as possible. All the
answers were statistically kept every week and categorized for future
reference. They check the mailbox at their own convenience. In answering the
questions, they mostly referred to printed sources. It was found that the
percentages of the libraries which had and had not assessed the efficiency of
the digital reference services were equal.

2. The reference librarians’ attitudes towards the use of information
technology in reference work were positive. They were strongly felt that
digital technologies make reference more interesting, very different from the
physical reference desk service, more fun, and more accessible. According to
the respondents’ opinions, the best questions that would be well served by
digital reference services include ready-reference questions, detailed, research
questions, and readers’ advisory questions. In the future, they would like
to undertake other forms of communication vehical for digital reference

services in libraries, such as webform and chat services.

3. They problems faced by the reference librarians were as follows: the
inability to interview the actual information needs of the user’s queries and

the inability to assess the user’s satisfaction with the service provided.





