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Resumo em Portugués

A pesquisa objetivou obter dados para a avaliacdo do servico de referéncia digital da
DBD/PUC-RIo. O estudo de caso foi baseado nos modelos de Lankes (2002/2003), McClennen
e Memmott (2001) e nas recomendacdes da IFLA (2006) e da ALA (2006). O resultado mostrou
a estrutura do servico, planejamento, acessibilidade, expectativas e satisfacdo e treinamento
dos usudrios, o papel do bibliotecério e a operacionalizacédo da busca. A analise mostrou falhas
guanto ao treinamento dos bibliotecarios e dos usuarios. A conclusdo demonstra que o servico
de referéncia digital da DBD/PUC-RIio fornece um servico de busca de informacdo e é bem
avaliado pelos usuarios.
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Resumo em Inglés

This research aimed to collect data on the DBD/PUC-Rio’ digital reference library service to
evaluate the digital service. The case study was based on Lankes (2002/2003), McClennen e
Memmott (2001) models, and IFLA (2006) and Ala (2006) digital reference library service
recommendation. The results showed the reference services structure, planning, accessibility,
user expectations and satisfaction, user training, librarian’s role and training, and how the
search works. The analysis identified some gap about user and librarians training. The
conclusion demonstrated that DBD/PUC-Rio’ digital reference library service provides the
information’s retrieval service, and is well evaluated by the users.
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