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We basically asked ourselves two questions during this presentation.
1. What is your “ideal online librarian persona”:

Here are the words we came up with – what traits would you add?
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In VR it’s really important that we try to get our approachable and helpful selves to come across (as Dale Vidmar suggested in his presentation, we might want to have this intent when we begin our online sessions).  Studies have shown that “…a helpful and friendly, albeit incorrect or incomplete answer can be more satisfying to a patron that a cold but correct answer” (Fagan p. 125).
Which lead us to our second question –

2. How do we get our approachable and helpful online personas to come across online?”
Here is what we came up with:

Greeting:

Bothers us when people use canned openings that are robotic. If you have a canned one, then make it personal.

Rapport Building:

Use the name that the person lists
Allow some personal info to humanize self

Approach level of discourse that is happening from the user

Mirroring is an effective strategy online but stay within yourself to do that
Allow self to have banter with patron and not take too seriously, but still be professional. This way they enjoy the experience
Be reassuring
Give positive feedback
Use humor when appropriate

Commiserate 

Deference:

Treat all questions equally

Make it a conversation

Be courteous

Show respect 

Compensation for lack of nonverbal cues:

Use emoticons and ellipses and textual clues

Emote within reason—don’t destroy credibility with hipness or emoting. It’s a fine line between friendly and trying too hard
Use line breaks for instructions 
Use repeated punctuation and abbreviations if appropriate
Closing:

Never disconnect until the patron disconnects so they don’t feel cut off
Use follow-up questions and don’t just close (is this helpful?)
Offer to contact them later or refer them to others
(Note: The five categories listing the tips above are called “relational facilitators” and come from the Radford article below).

One of the most effective overall positive tips is to use the ellipses (…)!  In Jack Maness’ article “the Power of Dots” he talks a lot about “tokens” (emoticons and other nonverbal typing cues) and fillers (ellipses) 
“The use of these “fillers” was the intent most indicative of satisfied patrons. There are many possible interpretations of this observation, and it is here supposed that the use of these tokens may contribute to satisfaction because they express continued thought, and therefore interest in and attention to the patron’s need. The use of the ellipse within a line somehow conveys to the patron the librarian’s effort in filling their information need.” (p. 3)

Even more strikingly he goes on to say that that the librarian must take the initiative to use emoticons and ellipses:

“This data suggests that using these tokens, particularly the ellipse, in ways to manage the nonverbal communication of the interaction, perhaps by intimating interest and engagement, is an effective way to provide a welcoming environment for information needs. Librarians rated as “very helpful” seemed to preemptively mitigate the need for patrons to use nonverbal compensators to express complex emotions and needs by using such compensators abundantly themselves. Effectively, librarians who are nonverbally expressive in chat reference eliminate the need for their patrons to nonverbally express themselves. They create an environment where patrons feel they are understood.” (p. 4) 

To sum up:
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