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# # 5280194822 : MAJOR LIBRARY AND INFORMATION SCIENCE
KEYWORDS : VIRTUAL REFERENCE SERVICE / UNIVERSITY LIBRARIES
RAWIPORN PIMPAKAN : MANAGING VIRTUAL REFERENCE SERVICE IN
UNIVERSITY LIBRARIES. ADVISOR : ORANUCH SAWETRATTANASATIAN, Ph.D.,
212 pp.

This study was a survey research which was aimed to investigate the management of virtual
reference service in university libraries, in terms of objectives, management, and service; as well as
problems in managing virtual reference service. Sixty-four questionnaires were distributed to
collect data from the staff members mainly responsible for managing virtual reference
service in university libraries, which were the central libraries where virtual reference

service was provided, and fourty-five questionnaires were returned (70.03%).

The research findings are as follows: most libraries have managed virtual
reference service in order to facilitate their patrons in contacting the staff members who
provide the service from anywhere and at anytime. Respecting the issues of management,
the majority of libraries do not specify the policy relevant to managing virtual reference service
and they do not spend any budget on managing it. Additionally, service librarians are those
mainly responsible for managing and providing virtual reference service in most libraries. In
regard to virtual reference service promotion, the majority of libraries do promote the service.
However, they do not evaluate the service. Concerning the issues of service, most libraries
provide both solo and collaborative virtual reference services. They also provide the service
both during working hours and overtime. Moreover, they provide the service via Web 2.0
technology, especially social network. In respect of the problems they encounter in managing
virtual reference service, the problem receiving the highest mean score is that the library does

not specify a clear policy on managing virtual reference service.
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