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1. Suppose you are tasked with drafting a customer relations policy for your library, analyse the 
important issues that will be addressed by the policy.                 [25 marks] 
 

 
2.1 Demonstrate how artificial intelligence systems may be used for different types of reference 

services.                         [15 marks] 
 

2.2 Assess the merits and demerits of using artificial intelligence for reference services.       
                       [10 marks] 

 
3. Demonstrate how the following information and communications technologies can be used 

for reference services 

3.1  Social media                 [5 marks] 

3.2 Blogs                          [5 marks] 

3.3 Mobile phones                 [5 marks] 

3.4 Online pathfinders                       [5 marks] 

3.5 Video conferencing                [5 marks] 

    

4. Library management software such as Polaris Leap has been used effectively for reference 
services in public libraries. Explain how the software can be used by libraries in Zimbabwe 
for various reference transactions        [25 marks] 

 
 
5. Assess the various reference theories and their impact on reference services in today’s digital 

library environment          [25 marks] 
 
 
6. Considering that what people ask for is often not what they really need, discuss the 

importance of reference interviews in meeting the information needs of library clients  
        [25 marks] 
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