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I[HF Hayuonanvnoti axademuu wnayx benapycu

BupryanbHas cnpaBouyHas cJay:xk0a
HHBb HanuonaabHoli akanemun Hayk Beaapycu.

(U3 onbiTa padoThl)

BuprtyansHoe cnpaBouyHoe ob0cay:xkuBanue, npaktukyemoe IIHB Haumonanbnoii axaje-
Muu Hayk Beaapycn, mo3BoJsieT yaaaéHHOMY MOJIb30BATENI0 MOJYyYaTh KAa4eCTBEHHYI0 MOMOINb
CIeIHAJHCTOB H J0CTOBepHYI0 HHGoOpManuio Ha ocHoBe ¢onaa OHOIMOTEKH W HHTEPHeT-
pecypcoB. B ctaTbe paccMOTpeHbI 0CHOBHBIE (PyHKIMU BUPTYaibHOJ cIPaBOYHOM CJ1yKObI B
nopsiiok eé padoTel; 00padoTKa MOCTYMAIOUIMX 3aMpPOCOB; pecypchl, MpPHBJeKaeMble I HX
BoInoaHeHusi. IIpHBeeHbl cTaTHCTHYECKHE MOKA3aTeIH, NMOJYYeHHbIe B pe3yabTaTe aHAIH3A
BBINOJHEHHBIX CIIPABOK.

Kawouessie caopa: I[Hb HanuonanpHoit akamemun Hayk benapycu, BupTyanbHas crpa-
BOYHas clyx0a, OuGnmoTekH, crpaBouyHO-OuOIHMOrpadmueckoe obGcnyxuBanue, HHPOP-
MaIHOHHBIE TEXHOJOTHH, CTATHCTHKA BHPTYaJIbHOI'0 O0OCIyKHBAaHHS.
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Virtual reference service in the Central Scientific Library
of Belarus National Academy of Sciences.
(Practical experience)
The virtual reference services in the Central Scientific Library (Belarus NAS) enable re-
mote users to get competent professional support and reliable information based on the library

collection and Internet-resources. The authors examine the main functions of the virtual refer-
ence service and give statistical data based on fulfilled inquiries.

Keywords: Virtual reference service, libraries, reference and bibliographic services, in-
formation technologies, virtual services statistics.
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Virtual reference service for registered users of the Central Scientific Li-
brary of National Academy of Sciences of Belarus republic started 2008. Regis-
tration data includes name, email, employment (student, academics, librarian,
governmental employee and so on), country, and living place. Request form in-
cludes aim of appeal (scientific article, book, diploma, course control, self educa-
tion, training, etc.) and question itself. Answers are prepared by library staffas a
part of routine work. Usual request is processed less than 2 days and the answer is
sent by email. Personal pages with questions and answers are generated and
stored at the Library website. For extremely complicated requests user is advised
to apply for charged Library services. Any questions concerning scientific educa-
tional, economic, cultural issues are welcomed; but commercial and entertain-
ment questions as well as incorrectly formulated questions are not accepted and
user is informed.

Documents of archive of the Virtual reference service are open for public and
accessible for search. For period 2008-2016 there were 1097 virtual questions, ma-
jority of which were on various subject topics (523), detailed questions (227) ad-
dress queries (118), and consultations (118). There were declined 38 requests.

Amidst applicants there were 269 high education students, 70 Belarus Na-
tional Academy of Science employee, 72 librarians, etc. Mostly questions deal
with humanitarian and social sciences, law, history, economics, philology, natural
sciences. There were citizens of Belarus Republic, Russia, Ukraine, Azerbaijan,
Armenia, Kazakhstan, Australia, Israel, Lietuva, Poland, USA, Turkey.

Virtual reference service website design was awarded Internet prize "TIBO
2010" and the site developers got second place in nomination "Libraries, Web
Services". Virtual reference service of the Central Scientific Library of NAS of
Belarus is accessible at http://vhs.basnet.by/index.asp. We hope that users of Vir-
tual reference service and physical Library visitors could be considered as a unite
Library audience.

OcBoeHue OMOIMOTEKAaMU HUPPOBBIX TEXHOJOTHH OOYCIOBHIO pa3BUTHE
6onee 3¢ pexkTUBHBIX GOpM OOCIYyKHBAHHUS, KOTOPbIC JalOT BO3MOXHOCTh peaiu-
30BaTh HEKOTOpbIe BHAB OHOIMOTEYHO-MHPOPMALUOHHON [EATEIBHOCTH IO-
cpenctBoM wuHTepHera. lllupokoe pacnpocTpaHeHHME TMOJYYMIO BHUPTyalbHOE
cnpaBouyHoe oOcinyxuBaHue. DTo 0ObuHas pabora OGubnuorpacda, 3a TeM IHIIb
HCKIIOUCHHUEM, YTO €€ OCHOBHOMW 3ajaveil sABIseTCsS 00CIYyKHBaHHE BCEX KaTEropui
nojib30BaTeNieil ¢ MOMOIIbI0O HHPOPMALMOHHO-KOMMYHUKAIIMOHHBIX TEXHOJOTUH.

Bupryansnas cnpaBouHas ciayxb6a (BCC) opranunsosana B [IlHb HAH Be-
napycu B 2008 r.; e€ menm - pacmupenue OubGnmoreuyHo-Oubnuorpaduyueckoit
NesITeJIbHOCTH, IpPHUBJIEYEHUE IOJNb30BaTeNell n obecrneueHue MX BCEMU BUIAMH
MHPOPMAILMH C UCHOJb30BAHUEM HOBEHIIMX DJIEKTPOHHBIX TEXHOJOTHI.
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HaliTu ¥ TOpeAnoXuTh MOJb30BATENsIM CHpPaBOYHYH HHOpMaUUIO, OO0Jb-
masi 4acTh KOTOPOH MOXKET U HE XPaHUTbCA B (OHIE KOHKpeTHOH Oubiuorexu, -
9TO OCHOBHAs 3ajgaua 6ubnuorpados. 3Hast ocHOBBI OubIMOrpaduueckoi paboTsl
1 UHGOPMALMOHHBIX TEXHOJOrHH, Oubiuorpads MoMoOrarmT MOJb30BATENIO KOH-
KPETU3UPOBATh CBOH 3aIpPOC U MPHUBECTH €ro K HY>KHOMY pe3ylbTary.

Breimonnenue BupTyansHbix 3anpocos B IIHBb HAH benapycu mpoucxoaut
nostanHo. [Tonp3oBatens 3axonuT Ha ctpaHuny BCC c eé€ caiita. UtoObl uMMeTh
BO3MOXHOCTb 3ajaBaTh cBou Bonpockl BCC, mpexpae Bcero Hy»,HO 3aperucTpupo-
BaTbCs, 3aIOJHUB BeO-QOpPMY CO CIeAyIOUMMH MOJSIMHU: UMs MOJb30BaTENs, K-
TPOHHBIH anpec, pox 3ausatuil (corpynuuk HAH Benapycu, paboTHuK apyroro
rocyupexxJeHusi, OMOIMOTEKH, CTYNEHT, ydalllMics, mpouee), CTpaHa, MECTO MpoO-
JXKHUBAHHUA. HpOi”I}lﬂ peructpanuio, MoJIb30BaTCJb MNOJYYacCT JJUYHYIO CTPAaHUUYKY, I'I€
OyanyT oToOpa)xaTbCsl 3aJlaHHbIE UM BONPOCHl U OTBETHl Oubnamorpada.

Ha cnenylomem sTane moJib30BaTellb yKa3blBaeT Lejb oOpamjeHus (HayuyHas
pabora, nuniuomHas, KypcoBas, pedepar, caMmooOpa3oBaHHE, NMOBBILIEHHE KBaJH-
¢ukanuu) u cocraBiaser 3anpoc. OTnpaBUB €ro, MOJb30BATENb IOJYydYaeT MOA-
TBEpKJAEHHE O NpUEMeE 3aMpoca U ero MopsAAKOBBIH HOMED.

B 3aBUCHMOCTH OT CJIOKHOCTH BCE 3aMpPOCHl BBINOJHSAIOTCS B CPOK 10 JIBYX
pabouux aHel. [locTynnenue 3anpocoB OTCIEKMBAECTCS B TeueHUe paboyero AHS.
IMoaroroBkoil OTBETOB 3aHMMAIOTCS ABOE COTPYIHHUKOB OMONMOTEKM, COBMellas
9Ty paboTy ¢ AEXYPCTBOM Ha ydacTKax, CBSI3aHHBIX C APYrUMH Bujaamu O6ubiauo-
rpadguyeckoil nesTeNbHOCTH.

OtBetsl onepatopoB BCC renepupytorcss B «ApXUBE BBIIOJHEHHBIX 3aMpoO-
COB» U AaBTOMATHUYCCKHU OTHPABJIAKTCA Ha aapec 3J'leKTpOHHOFI IMOYTHI MOJb30BaA-
TeJsl, 3aJjaBLUIEro BONPOC.

ITonb3oBaTen0, CaMOCTOSITENbHO OOpaTHBLIIEMYCS K pecypcy, HpenocTaB-
JI€eTCS BO3MOXHOCTh NPOU3BOAUTH IMOUCK MO TEKCTY BONPOCA/OTBETa, IO HOMEPY
U JaTe 3ampoca, M0 TeMaTH4YeCKOW pyOpHKe, YTO MO3BOJSET HAWTH OTBET Ha HH-
TepecyoIlnid BONpoc, He npuderas K perucTpanuu.

Bupryanbnas cnpaBka obnajgaer psaoMm ocoOeHHocTeld. [loxkanyi, rimaBHas
U3 HUX - 3TO NyOJUYHBIH XapakTep 3aJaBaeMbIX BONPOCOB. MOXHO 3ajaBaTb JIIO-
Oble BOmpoChl M3 J000H 00JacTH 3HAHMs, Kacaloluecs JOKYMEHTOB Hay4dyHOHM,
NpaBOBOW, COLMANbHOW, YKOHOMHYECKOH, KylabTypHOW cdep nesreiapbHoctH. Uc-
KJIIOUEHHE cocTaBiseT MHGoOpManus pa3BieKaTEIbHOr0, KOMMEpPUYECKOTO XapakKTe-
pa, a TakKe HEeITHMYHO, HEKOPPEKTHO CHOPMYJIMPOBAHHbIE BONPOCH], PEaKTUPOBa-
HUE CHHUCKOB K Hay4yHbIM paboraM. B mogoOHBIX ciydasXx BONPOC yJalsieTcs H3
0a3bl, NpU OSTOM IMOJb30BATEII0 OTHPABIAETCS COOTBETCTBYIOIIEE COOOLIEHHE
(c oObsICHEHMEM MNPUUMHBI) HAa CTPAHUIYy €r0 JIMYHOIO apXHBa M IO JJIEKTPOHHOMH
nouTe.
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ITocerutenr BCC Heo0sf3aTenbHO HOJXKEH OBITh 4YUTaTEleM OHUOIMOTEKH.
ELLI/IHCTBCHHOC orpaHquHMe - OT OJHOIoO mHOJb30BaTCIA l'lpl/lHI/lMaeTCﬂ TOJIBKO
OJIMH 3aMpoC B JECHB.

Jlns BBINOJHEHHS 3almpoOCOB YyAAlNEHHBIX IOJb30BaTeleil Oubnuorpadsr wuc-
HOJB3YIT TpaAuUUOHHBbIE (anpaBUTHBIH M CHCTEMAaTHYECKHUH) M DIIEKTPOHHBIH
katajioru, orpaxatroumue Goung I{Hb HAH benapycu, KoTopslii HACUUTHIBAET OKOJIO
5 MiH eauHuL XpaHeHus. [lonck MHPpopManuu BeAETCS MO rocyAapCTBEHHBIM OUO-
nnorpa(bw{ecxnm HOCO6I/I$[M, OTpaCHeBbIM u TEMATHUUYCCKUM Cl'lpaBO‘{HO-
6M6HPIOFpa(1)VI‘{eCKI/IM yKa3aTCHﬂM, yHVIBepCaHbeIM u OTpaCHeBbIM ODHIMUKIOIECAHU-
AM, 6n0rpa(1)14qec1<uM, SI3BBIKOBBIM H TepMI/IHOJ'IOFl/I‘ICCKI/IM CﬂOBapﬂM )51 cnpaBqun-
KaM, CTaTUCTHYECKMM cOopHHKaM, pedepaTuBHbIM kypHanam BUHUTU u
VWHWOH B TpaaAMUMOHHOM M 3JEKTPOHHOM BHuAe, npaBoBbiM bJ[ «KoHcynbpTanT,
«lOcuacy», «lapant», pedepaTuBHBIM HHOCTpaHHBIM kypHanam «Chemical
Abstractsy, «Mathematical Reviewsy», «Physics Abstracts», Oubnuorpadpuueckum,
dbakTorpaguueckum, moJHOTeKCTOBBIM BbJ[, mHTepHeT-pecypcam cBOOOAHOrO ao0C-
Tyna, 6a3aM JaHHBIX COOCTBEHHOW TeHEpalHu.

ITo TpynoémkocTH BBIONHEHHUs 3ampochl, noctynatomue B BCC, nmonpasne-
JSIOTCS Ha NPOCTBIE M CIOXHBIE. B OTBET Ha CJIOXHBIE 3ampoOChl, TpeOywIInue yr-
ny6nénnoro O6ubnamorpa)uuecKoro Moucka, 3HAUUTENbHBIX 3aTPaT BPEMEHH, IIPO-
CMOTpa MCTOYHUKOB 3a OOJIBIIONW XPOHOJOTHYECKUH MEPUOJ], NOCTPAHUYHOTO IMPO-
CMOTpa, MOJb30BaTENb MHOJyYaeT cieaylomee cooluieHue: «3ampoc MOXKET OBITh
BBINOJIHEH Ha muaTHOM ocHoBe. [loxkamyiicra, oOpamaiitech B LleHTp cnpaBo4HO-
uHpopManuoHHOTo oOcnyxkuBaHus». C cormacus MONb30BATENsl TaKHe 3aIlpOCHI
BBIIIOJIHAKTCA B COOTBETCTBUU C ﬂpeﬁcxypaHTOM IICH Ha IIJaTHBIC yCJ'Iyl"l/l.

IIpy BBIMOJIHEHMHM 3ampoCOB yHaln€HHBIX NoOJb30BaTesneil OGubnuorpad npu-
CBaMBAaeT KaXJIOMy KOHKPETHOMY 3amlpocy onpejeJéHHBIN cTaTyc MO NPUHATOH B
OubIMOTEYHOM JieJle THIOJIOTHU CcHpaBok: ¢dakrorpaguyeckue, TeMaTHUYECKHE,
YTOUYHAKOIIUE, aAPCCHBIC, a TAKXKE€ - KOHCYJIbTAallUU. Nx y‘{éT OCYHIECTBIACTCA aB-
TOMAaTUYECKHU HPHU 3aIOJHEHHU COOTBETCTBYIOUIMX IOJEH ONEpaTopoM.

3a mepuox ¢ 2008 mo 2015 r. BCC IHIHb HAH Benapycu monyuuna 1 097
BUPTYaJIbHBIX 3ampocoB. CTaTHCTHYECKMH aHaIu3 mokasan: abconoTHoe O601b-
IIMHCTBO 3alpOCOB - TeMaTHYecKHe - 523; Ha BTOPOM MecCcTe - yTOYHSIOIIHE -
227; agpecHBIX CNPAaBOK M KOHCYJbTALlMH BBINOJIHEHO OAMHAKOBOE KOJIUYECTBO -
no 118. KpanuduuupoBaHHBIM cHenHaIncTaM JOBEPHUIH MOUCK (akTorpaduue-
ckoii mHdpopmauuu 72 nonbzosaresns. OTKa3 B BBHINOJHEHUH CIHPABKM MOaydunu 38
nonbp30BaTeNCH.

3a stor nepuon B BCC ob6patunucey 269 ctyneHToB By30B. 70 COTpYAHUKOB
HAH benapycu, 119 paGoTHHKOB Apyrux yupexiaeHui, 72 paborHuka O6ubiuo-
Tek, 17 ydammuxcs; Apyrue KaTeropuu - 53 4emoBeka.
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B xone ananusa BbeIsBIeHO: cpeau obparuBmuxcs B BCC npeobnanaroT cre-
IUAJUCTHl TYMaHUTAPHBIX, €CTECTBEHHBIX U OOIICCTBEHHBIX HayK, OCOOEHHO B 00-
JaCTU HPpUCHPYACHUHUHU, UCTOPUU, DKOHOMHUKH, (1)I/IJ'IOJ'IOFI/IPI, JIUTEpATypOBEACHUSA.
Ilo permoHanbHOMY NpU3HAKy COCTaB YJal&HHBIX MOJb30BaTeNell NpeacTaBiIeH
IpeuMyIllecTBEHHO rpaxaaHamu bemapycu. B uumcine monb3oBareneit Takke rpax-
nane: Poccun, Ykpaunsl, AzepOaiigxana, Apmenuu, Kazaxcrana, Apcrpanuu, U3-
pauns, Jluteel, [Tonsmu, CIHA, Typuuu.

IIporpaMMHBIH NPOEKT, CO3AAHHBIH HAIIMMHU NPOrpaMMHCTaAMU 1iasd (QyHK-
LHMOHUpOBaHUsA BupryanpHoW crnpaBku, ygobOeH um HanéxeH. 3a pa3paboTKy caiita
«Bupryanbnas cnpaBounas cayx6a» IITHb HAH benapycu ynocroena mpemuu B
pamkax koHkypca «Hutepuer-npemus «THBO-2010», a pazpaboTuuku BUPTyalb-
HOTO CepBHCa 3aHsUIM BTOPOE MECTO B HOMUHauuu «bubinorexu, cereBble CEpBHU-
ce». Crpannuka BCC IHBF HAH bBenapycu pacnojioxeHa 1o ajpecy
http://vhs.basnet.by/index.asp.

Enunoil Moaenu BupTyainbpHOro o0ciyXHUBaHHs HE cyliecTByeT. B Hacrosmiee
BpeMs ThICAYM OMONMOTEK B MUpPE BBEJIU Ty MJIM HHYI (GOpPMY BUPTYalbHOTO CIpa-
BOYHO-UH(OPMAIMOHHOTO OOCIYXMBaHUS U MMEIOT CBOIO LEJNEBYIO ayIUTOPHIO.
Y106CTBO MONB30BAHUS BUPTYaJbHBIMHU CIYXKO0aMM OLCHUIU yXKe THICAYU MOJIb30-
Baresieil OubIMOTEK pa3HbIX CTpaH MHUpa. Bo3MOXkKHO, B CKOpOM BpeMEHH COTPETCS
rpaHb MeXJ1y oOcCilyXMBaHUEM YIadEHHOrO MOJb30BATEds M TOr0, KTO MPULIEN
B OMOJNHOTEKY.
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