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Be there when they need you

Coverage around the clock

Expand hours of service without 
adding staff

Failsafe coverage

Staffed by librarians like you

2 Cooperatives: Public and 
Academic
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24/7 Reference is:

Over 700 libraries in the U.S., 
Canada and England 

Staffing cooperatively to provide 
service for all participating 
libraries, around the clock 

Contract staff cover hours when 
no libraries are online
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Who Participates in 24/7? 

Single library 

Libraries within a region

Spokane Falls group of 8 public 
and academic libraries in Eastern 
Washington

Statewide Service

California AskNow

Countrywide service

England
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How Do They Know?
Answering on behalf of other libraries

Library Policy Pages

Scripted Messages

Communication:

Conference/Transfer

IM

Follow Up/ Referral
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Information from the 
Patron

Susan McGlamery

OCLC

mcglames@oclc.org
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Patron Intake Form

7 fields, 
including 
name field

Anonymous 
Patron
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Policy Pages

Template for each library in 
the Cooperative

Links to Library resources

Information about library 
policies
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Using library’s own resources
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Policy Pages

We will send you web-based template to 
fill out

Information about your library to assist 
other libraries to answer your patrons’ 
questions

Be sure it is up to date
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Scripted Messages and 
Web Pages

Scripted messages for the 
Patron library and your 
library

Patron library scripts for 
both BME and SUP, in one 
list
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Communicating with 
others in the Cooperative

See who else is online

Is a librarian from Patron’s 
library online?

Are they busy?
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Librarians
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IM with other librarians

Click the IM link – the librarians online will display

Click on the librarian you want to send an IM to

IM transcript, message box and IM sessions 
appear

Type a message in the message box

New librarian gets the IM alert, clicks the IM link, 
and can chat with you
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Conference/Transfer

Send the patron to another librarian who 
is logged in

Send the question to another queue
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Conference/Transfer

Click the Transfer Link

Select the librarian in the list

Send a note to the librarian you want to 
transfer to (via IM mechanism)

Once other librarian acknowledges, you 
click Transfer

You can close your session
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Follow Up/ Referral

For circulation questions

Question can’t be answered by 
reference to library’s policy page

You have not been able to find a 
complete answer while online and 
more work is needed on the question

Send to patron’s library or to subject 
experts
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Ending the session

Confirm e-mail address when follow-up is 
required.

If referral, let patron know what to expect (it 
will take a few days usually for the subject 
expert to get back to them)

Assign the resolution code Follow Up

Refer to subject experts post-session
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Examples of follow-up questions

“I have a book being held for me until the 29th

of April. Unfortunately, I’m out of the country 
until the 29th……would it be possible to pick it 
up on the 30th?”

“Do you have a copy of the Stevens Point Journal
From 12-17-1910? I am looking for a reference to a
Bessie Thulen, for my family history search.”

“what is the name and /or recording artist of a 
[1980s?] song that has in its lyrics "a Chicago 
girl and a Waunakee boy" ?”
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Referral networks

24/7 Subject experts

Medical librarians

Art librarians

Business librarians

Genealogy librarians

Spanish-speaking 
librarians

Next: multilingual 
cooperatives

Global Reference Network
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Quality control

Session Review

QC Staff

Training

quality@247ref.org
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Survey Feedback
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24/7 Cooperative: Learn More

FAQs about the Cooperative
http://questionpoint.org/community/TransitionTaskForce/FAQ_247.htm

24/7 Policies and Procedures
http://questionpoint.org/ordering/cooperative_guidelines_247rev3.htm
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Questions and 
Discussion

Susan McGlamery
mcglames@oclc.org


