LiveAssistance Testing and Evaluation________________________________

Six volunteers located throughout the state tested LiveAssistance virtual reference software on Tuesday, April 29, 2003. As with our previous test of QuestionPoint software, we experienced some technical problems while using the software. The most significant problem we encountered was a reoccurring “Network Congestion” error that bumped both the librarian and patron out of the software. This problem occurred on several occasions and when the vendor was contacted concerning the problem, they could not explain the source of the problem. 

Overall, the testers preferred the LiveAssistance software to QuestionPoint for the following reasons: 

· Higher data transfer rate (ie. Less time waiting for the response to show up in the chat box)
· More streamlined interface (less confusing for patron and librarian)
· Page-pushing feature worked better (opened in a separate window and was more obvious than QuestionPoint which opens the pushed-page in a window that is obscured by the chat window)
From an administrative viewpoint there are additional benefits:

· The software allows for a high degree of customization

· Most customization can be accomplished through the administration model 

· Chat request form supports multiple data fields (UT affiliation, class status, etc.)

· Responsive customer support (LA was the most responsive of the three VR software vendors we tested)

· Transcripts are less cluttered and confusing than QuestionPoint

However, several librarians noted a few shortcomings with the software:

· The patron must submit their question before finding out whether a librarian is available to help them. From a service perspective, it would be better if the patron new that the librarian was available before they went to the trouble of typing their question. 

· Unlike, Docutek VRLplus, LiveAssistance does not enable collaborative browsing

· Unlike QuestionPoint, LiveAssistance does not support the creation and management of a Knowledgebase

In summary, the software was very similar to QuestionPoint in that it supports the same functions. Both software products have some connection quirks that would have to be recorded and troubleshot with each vendor. LiveAssistance has a more streamlined and intuitive interface, is easily customizable, and offers more responsive customer support. However, LiveAssistance was created as commercial call center software; consequently, it does not have QuestionPoint’s support from the library community nor is it backed by OCLC, a company with a vested interest in libraries.

