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Abstract

Objective: The present study aims to investigate the developments related to the users' virtual
guestions and their impact on the determination of answerers.

Methodology: This study is qualitative in nature and has been conducted using the scoping
review method. To this end, a total of 61 final works related to the research objective were
analyzed and examined.

Findings: The majority of studies have focused on "chat transactions" in the reference sections
of "academic libraries", with researchers striving to classify questions based on content analysis
of these transactions. This has led to the development of diverse classification schemes for
identifying question types, making it difficult to compare research findings. However, the findings
related to the types of reference questions can be divided into two groups: the first group includes
studies that categorize user questions based on common classification systems such as Katz (1997,
2002), Warner (2001), and Sears (2002). A comparison of these studies’ results indicates that the
most frequent types of questions are "specific search," "directional,” and "research™ questions.
The second group consists of studies based on researcher-developed classifications of reference
questions, where comparisons were made based on the category names and the definitions
provided for them. The results showed that "ready reference,” "directional and library policy,"
and "research™ questions were the most frequently asked by users. Furthermore, studies suggest
that if reference questions require little to no resources and can be answered with minimal effort
and time, they may be handled by trained non-specialist staff and student library assistants. These
include "ready reference,” "specific search,” "directional,” and "library policy™ questions. Among
these, research questions (or "consultation questions" according to Warner, 2001) were identified
as a category requiring librarians’ expertise and skills, making them more suitable to be answered
by specialist librarians.

Conclusion: Transformations in the nature of reference questions are occurring, warranting
careful consideration. While Katz (1997) firmly believed that all reference questions should be
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answered by librarians, he later acknowledged that "most questions are directional and simple
ready reference inquiries; in general, the questions and the resources used are straightforward and
comprehensible; therefore, most questions can be answered by a well-trained staff or a bachelor's
degree.” In line with this perspective, the present study highlights the emerging face of reference
services, where a tiered response model is implemented. This approach allows specialist librarians
to avoid spending time on non-specialized and simple queries, enabling them to focus on more
complex tasks and the development of new services.
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