
Abstract 

Archive is a treasury of government knowledge and humankind culture 
record. It has a significant meaning for every level from individual to entire 
nation and society. Archive application plays an essential role, and it is required 
to provide the convenient tool for searching, therefore enables users to search 
easily, so that the archive’s value of existing and function can be manifested. 

Reference service is the most important part in reader service. It represents 
the image of external service, and has a significant influence on Archives’ 
reputation as well. The quality of reference service influences the image of 
Archival Repositories. The reference service satisfaction of a user is oftentimes 
equivalent to his satisfaction toward the entire Archives. Accompanied with the 
prosperity of the network technology and the emphasis of personalized service 
trend, archive reference service not only continues to provide traditional 
reference service but also has formed up in digital online reference service, 
with the ideal purpose of reaching without time and space limitations, 
providing users to inquire and access in a far distance. 

The research adopts “Documentary analysis”, “In-depth interview”, and 
Website content analysis methods to analyze the practice of the reference 
service in the past and present, the attitude and respond of archive personnel to 
the reference service, the scheme of establishing personalized information 
service, and the trend of archive users looking forward to the online reference 
service. The research is based on the qualitative methodology. 

 The four cases studied in this research paper are National Archives 
Administration, Academia Historica, Taiwan Historica and the Archives of 
Institute of Modern History of Academia Sinica Interviewees are the super 
visors, archivists who are in charge of reference service and users who use 
archival materials frequently. They expressed suggestions on textual reference 
service and online reference service, their viewpoints,and their visions in the 
hope of sharing with the archival institutions. 

The research has six findings concluded as follow：  

1. Archive reference service needs to be improved urgently, and its content 
should aim to be multi-dimensional and abundant.  

2. Reference services policy, practical procedure, and standardized practice 
protocol need to be formed up urgently for the staff and users to follow.    



3. It has a gradual tendency toward the online reference service, emphasizing 
on its imminence and accuracy, and having a good sense of user’s 
informational need and behavior. 

4. To enhance the staff training on their abilities of need assessment and 
network information exploitation, and to focus on their fundamental 
accomplishment and core ability, such as service attitude and answering 
ability to reference questions. 

5. To upgrade the service quality, putting the ideal of serving readers into 
practice, and to intensify the wideness and depth of the service. 

6.Impact of archive digitalization to reference service. 

According to the research result, six suggestions can be made as follow: 

1. The digital resources and information technology should be exploited for the 
archives integration of the whole nation and the cooperation between 
Archives. 

2. To establish the service concept from the viewpoints of user. More 
specifically, reference service personnel needs to understand the personal 
need of every user.  

3. To customize archive reference service working process and the relevant 
regulations, based on Archives scale, organization, Archival data, Archives 
establishing purpose, and service object accordingly. 

4. Due to the external changing environment and network technology 
improvement, Archives party should plan the complete on-the-job 
education and learning system for archive reference service staff. 

5. To pay attention to reference service and plan multi-dimensional and 
abundant service items, satisfying researcher’s need by all means, in order 
to establish knowledge-oriented archival service environment. 

6. Sitting up distant and update digital reference service to assist users in 
searching information. 

7. Providing a channel for users to comment to meet users' research need. 

8. To enhance its promotion and marketing, and develop the knowledge and 
accomplishment of archive, in order to encourage all parties to exploit 
archives widely. 
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