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Applying Customer 
Service Software to the 
Educational Environment 

Rhonda J. McGinnis 

Reference Team Leader 

WSU Library System 



This Session Will: 

• Introduce benefits & challenges of 
using Customer Service-based 
Software with students 

• Demonstrate typical features of 
Customer Service software 
packages 

• Identify important considerations 
for implementation and software 
selection 



According to: 

The Internet Goes to College:  
How Students are Living in the 
Future with Today's Technology 

Pew Internet Project 

September 15, 2002 

http://www.pewinternet.org/reports/toc.asp?Report=71 



• 86% of college students have 
gone online, compared with 59% 
of the general population.  

• 85% of college students consider 
the Internet to be an easy and 
convenient choice for 
communicating with others.  



Some findings on Student/ 
Professor online interaction 

• 56% of students believe that 
email enhances their relationship 
with professors 

• 46% of students agree that email 
lets them express ideas to a 
professor that they would not have 
in class 

• 58% of students have used email 
to discuss or find out a grade from 
an instructor 



So why not just keep 
using email? 

• College Internet users are twice as 
likely to use instant messaging on any 
given day compared to the average 
Internet user.  

• On a typical day, 26% of college 
students use IM 



What is Customer Service 
Software? 

Software designed to facilitate 
online interactions between 
customers and a company’s 
technical or customer service 
representatives. 



Available features of this 
type of software: 

• Chat Messaging 

• Queueing 

• Web Interaction 

• Email Handling/Routing 

• Transcripts 

• Activity Statistics 

• Voice over IP 



Levels and Brands 

• Basic Chat – AIM / MSN Messenger 

• Intermediate (Library Oriented) –  

• Docutek’s VRL Plus * 

• LSSI’s VR Toolbox 

• High End (Corporate) –  

• eGain 

• Kana 

• RightNow 



A Tour of a Typical Mid-
Level Software Package 

Docutek’s  VRL Plus 

Wayne State University Libraries 
Ask a Librarian LIVE! 
www.lib.wayne.edu/help/ask-a-librarian/ 

















































Some Challenges 

• Becoming comfortable in the 
Chat environment 

• Getting departmental “buy-in” 
for idea 

• Diagnosing technical problems 

• Cost 



Some Things to Consider 
when Choosing a Package 

• Number of Simultaneous Hosts 

• Ability to Handle Web Resources 

• User Need to Download Software? 

• System Installation/Maintenance 

• Control of Transcripts & Emails 



Questions????? 
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