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Ask LaGuardia, New Knowledge Base Launched



By Liz Jardine, Metadata Librarian 

Who has answered an average of 152 questions each day this year and is available at 
any time, morning, noon or night? Who can link you up with the swimming pool sched
ule as well as what the requirements are for Pell Grants? This tireless source of col
lege knowledge is Ask LaGuardia, the automated knowledge base that officially 
launched this past February. You can find Ask LaGuardia by clicking on the sunny yel
low button at the top of many of the College’s web pages or by going directly to http:// 
laguardia.edu/ask. 

One of the challenges facing an institution the size and scope of LaGuardia is provid
ing consistent, accurate and accessible information for students to successfully navi
gate processes at the College as well as for supporting staff, faculty and peers who 
provide advising and other services to them. There was a recognized need for strong
er information management to meet the increasingly complex knowledge needs of stu
dents and staff. After campus planning, the Knowledge Management Project was born. 
At the project kick-off, College President Gail Mellow spoke about LaGuardia’s move 
from a department and office approach to a cross-organizational, student-focused ap
proach to institutional knowledge. She anticipated that this cross-organizational ap
proach to information would change the way we do business. She also recognized that 
librarians had the expertise and skills to play a leading role. 

The Knowledge Management Project began with the development of the Ask LaGuar
(Continued on page 4) 

In this issue: 

• New Books and eResources 

• Teaching and Learning in the Digital Age Speakers’ Series 
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On April 20, the LaGuardia Community College’s Library 

Department, supported by a Center for Teaching and 

Learning Mini Grant, hosted a Teaching and Learning in 

the Digital Age Speakers’ Series Event. 

Dr. Joyce Kinkead, professor of 

English and former Associate Vice 

President for Undergraduate Re

search at Utah State University pre

sented Research in the First Year:
 
How Do We Get There? Her discussion covered how undergraduates experience re

search in today’s world, ways to embed research in and across the curriculum and build
	
student research competency. ■
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Welcome to New Library Staff
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Nwe Nwe Oo 
CUNY Office Assistant, Circulation Department 

Nwe Nwe Oo joined to the Circulation Department of the LaGuardia Community College Li
brary in March, 2015. She has eighteen years of library experience as a CUNY Office Assis

tant in the Music Library and the Cohen Library of City Col
lege, and ten years of service as a librarian of the Central 
Co-operative Society Library in Yangon, Myanmar 
(formerly known as Burma). Over the course of her career 
she has enjoyed a number of accolades including the City 
College President’s Service Award and an Award for Stu
dent Life and Leadership Development for her contribution 
as an Advisor of the Myanmar Student Society. She has a 
Graduate Level Certificate in Modern Relational Database 
Management, Diploma in Library Science and Bachelor of 
Science specializing in Etymology of Zoological Medicine. 

Skylar Jones 
CUNY Office Assistant, Circulation Department 

Skylar Jones worked for the Board of Education as a 
Teacher’s Assistant before joining the staff here at 
LaGuardia. He has an Associates Degree in Music and a 
Bachelor’s degree in History from Queens College. Sky
lar enjoys playing the piano, singing, and reading various 
kinds of books. 

Additonal Staff Changes 

Clifton Seale 
Adjunct Reference Librarian 

This Spring we said farewell to Clifton Seale. Over 10 
years as an Adjunct Reference Librarian, Clif provided 
dependable reference service to the LaGuardia com
munity as well as candies and treats to all of his col
leagues in the Library. We wish him well in his new 
home in Maryland. 



     

             
           

         
           

             
          

         
              

                
 

        
       

        
      

       
         

       
       

        
         

        
     

        
         

        
      

        
    

 
         

             

         

                

         

           

           

          

            

           

         

    
 

       
 
(Continued from page 1) 

dia knowledge base. In its initial phase the project was led by Chief Librarian Scott 
White and former Assistant Dean for Enrollment Services, Reine Sarmiento. The 
Knowledge Management project continues under White and Loretta Capuano, Director 
of the Student Information Center (SIC). The goal of Ask LaGuardia is to address com
monly asked questions in support of student efforts to attend college by helping them 
better understand information and pursue processes necessary for their success. It en
ables students to ask questions in simple English and receive concise answers and/or 
be directed to appropriate information on the Web to free them from spending as much 
time in lines, on the phone, or emailing in order to get their College business done. 

With the invaluable assistance of JM Consultants, the 
project began gathering information on the topic of pay
ing for college. This had been chosen for its importance 
to students and its challenging complexity. The Ask 
LaGuardia team also began to take shape--the Metada
ta Librarian hired for the project, Liz Jardine, worked 
with Financial Aid Manager Annette Hamilton and Asso
ciate Bursar Ana Latony-Ramirez to collect and organ
ize the content into the question-and-answer form used 
by the vendor chosen to host the knowledge base, Intel
liResponse. Loretta Capuano and her staff from SIC 
provided responses to the more general questions 
about the College the team anticipated getting from us
ers in addition to those about paying for college. When 
Ask LaGuardia was released in beta last year, the team 
added Shaheen Rattani from Admissions and Alex 
Abramov from the Testing Office as it expanded to cov
er those areas. 

The IntelliResponse system uses metadata behind the scenes to help match variations 

in the wording of users’ questions to the same correct response. For example, the 

questions “Where is the Bursar’s Office?”, “How late is the Bursar open Wednesday?” 

and “Bursar fax number?” are all answered in the response to “How do I contact the 

Bursar’s Office?” Ask LaGuardia is designed to “learn” and better match user queries 

to the correct response as more questions are asked. And it’s surprising how creative 

users are in finding new and exciting ways to ask the same question. This keeps the 

Ask LaGuardia team busy creating and refining the metadata that ensures correct 

matching. They also look at questions that did not receive answers to determine where 

they need to gather more content for the questions students have. Ask LaGuardia also 

needs to be maintained by updating information as College processes and procedures 

change over time. 
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In addition to being used by students and staff, a few faculty teaching First Year Semi
nars report showing Ask LaGuardia to their new students to help them find information 
about navigating the College. Chief Librarian Scott White believes “a huge growth po
tential exists in the First Year Seminars. If Ask LaGuardia can be introduced in those 
classes, it would potentially increase the number of questions per month, and help us 
to continue to refine answers for students.” Reference desk librarians use Ask LaGuar
dia for some of the less library-oriented questions students ask them. Even the already 
knowledgeable Loretta Capuano and the SIC staff use it for questions they don’t know 
offhand. 

“Work on Ask LaGuardia has continued since its official launch in the Spring I, 2015 
semester. The hope is to continue to add content and refine answers as students and 
faculty use the system during the Fall registration and 
advisement periods,” says White. Currently the Ask 
LaGuardia Team is working with Student Advising 
Services to add questions and answers related to ad
vising and other academic issues and are in the pro
cess of deciding what will be the next area of focus for 
Ask LaGuardia. 

On the potential of knowledge management at 

LaGuardia, White and Capuano “feel that the 

Knowledge Management project has been a success, 

but there are still things to be done. [we]’d like to see 

the volume of questions increase to around 7,500 per 

month by the end of this year, and to get to 10,000 

per month by the end of the Spring I semester. We 

think we can continue to promote the service to stu

dents several times during the year.” 

Undaunted by the difficulty of typing on small cell phone screens or the need to find in

formation at 3 am, students and other users continually put Ask LaGuardia to the test. 

Some even have a bit of fun, asking the knowledge base “How do i make meatloaf” 

and “why do birds suddenly appear, everytime you are near?” Unfortunately Ask 

LaGuardia does not have a good meatloaf recipe, and it doesn’t know that the correct 

answer to the second question is “Just like me, they long to be close to you.” 

LaGuardia staff and faculty that are authorized to post content for their departments or 
offices and are interested in submitting content for Ask LaGuardia can contact Liz 
Jardine at asklaguarda@lagcc.cuny.edu or x5450. 

Since its inception, Ask LaGuardia has answered over 160,000 questions � and it’s 
ready for the next 160,000. So Ask LaGuardia! ■ 
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Electronica…
 

EEEElllleeeeccccttttrrrroooonnnniiiicccc RRRReeeessssoooouuuurrrrcccceeeessss ffffoooorrrr............ 

By Catherine Stern, Electronic Resources Librarian
 

Research
 
In the Spring 2015 Semester, the Chancellor approved a proposal 
from the Office of Library Services, which called for a subsidy to 
the CUNY Libraries' budgets so that the entire University can share 
access to a comprehensive package of STEM resources. These 
subsidies, from the University, the Office of Library Services, and 
from CUNY's Advanced Science Research Center (ASRC), along 
with money from all of the individual libraries' budgets insure that 
all members of the University community have access to IEEE 
Xplore, Nature Journals, CINAHL Complete, Springer Journals, the Freedom Collection from 
Elsevier in ScienceDirect, and Wiley Journals. 

In addition, the LaGuardia library has several streaming video collections 
in the STEM disciplines: JoVe Science Education, Nursing Education in 
Video, and Veterinary Education in Video. The library’s multi-disciplinary 
streaming video collection, VAST: Academic Video Online, includes cov
erage of the health sciences and science & engineering. 

Learning a language
 
Mango Languages has 66 languages to choose from 
and an interactive approach to language learning meant 
to keep the user engaged. It includes some English lan
guage courses for native speakers of other languages 
and a few specialty units like French “Wine and Cheese” 
and legal Spanish. 

Oxford Dictionaries has bilingual dictionaries in French, German, 
Italian, Spanish, Arabic, Chinese and Russian. Go to the site and 
subscribe to the Word of the Day. 

Appreciating the natural world 
Natural Geographic Virtual Library includes issues of National 
Geographic from 1888 to the present and a selection of full-text 
books on travel, science & technology, history, environment, ani
mals, photography, and peoples & cultures. ■ 

"National Geographic." National Geographic Magazine Oct. 1964: 
[421]. National Geographic Virtual Library. Web. 
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         NNNNeeeewwww BBBBooooooookkkkssss
 

The books listed below are recent additions to the Library’s collection and have 
been featured in the Books of the Week program. Selections are assembled at 
the New Books shelf each week by Betsy Crenshaw and spotlight some wonder
ful titles. Check out the current and past Books of the Week at the Library’s 
Blog: http://library.laguardia.edu/about/botw. 

- Book of the Week of May 04, 2015 
What Unions No Longer Do by Jake Rosenfeld 
Location: STACKS HD8072.5 .R67 2014 

- Book of the Week of March 16, 2015 
Men Explain Things To Me by Rebecca Solnit 
Location: STACKS HQ1155 .S665 2014 

- Book of the Week, March 23, 2015 
Sally Ride: America's First Woman in Space by 
Lynn Sherr 
Location: STACKS TL789.85 .R53 S54 2014 

- Book of the Week of February 23, 2015 
brown girl dreaming by Jacqueline Woodson 
Location: STACKS PS3573 .O64524 Z46 2014 
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Faculty and Staff Highlights 

•	 The Library hosted Teaching and Learning in the Digital Age Speakers’ Series Event with Dr. 
Joyce Kinkead, “Research in the First Year of College: How Do We Get There?” on April 20. 

•	 Professor Dianne Gordon-Conyers was appointed to serve as a Phi Theta Kappa (PTK) 
faculty advisor. 

•	 Professor Liz Jardine, along with former MLA colleague Angie Ecklund, presented "Making 
Knock-Out Tutorials!" 

•	 Charles Keyes was accepted into the CTL Workshop on Scholarship and Publications. 

•	 Professor Galina Letnikova presented “Spring Training; Stellar Ideas for the Library Class
room” at LILAC’s Spring Workshop on May 15. She was also invited to serve as a Journal of 
Web Librarianship peer reviewer. 

•	 Professor Silvia Lu, along with her collaborators, has signed a contract for a book titled Trans
forming Information Literacy Instruction: Threshold Concepts in Theory and Practice to be 
published by Libraries Unlimited/ABC-CLIO. She also led a workshop for instruction librarians 
at Kingsborough Community College on the new ACRL Framework and conceptual teaching 
on Friday, April 24. 

•	 Professor Ann Matsuuchi has been appointed to serve on the Middle States Periodic Review 
Report Committee for 2015-2017. She also gave a presentation on authors’ rights for a panel 
on Open Access/Open Education on April 15 at BMCC and moderated a panel with writer 
Samuel R. Delany and artist Mia Wolff at the Queers & Comics conference at the Graduate 
Center, CUNY on May 1. 

•	 Chris McHale has been named Co-Chair of Opening Sessions 2015. 

•	 Professor Steven Ovadia presented “What are Open Education Resources? Teaching non-
librarians about OER" with Ann Fiddler from OLS on June 4th at SUNYLA 2015 Conference. 
He also served on a panel at the International Digital Publishing Forum Digital Book Expo ti
tled "Open Educational Resources: Bringing Open Source Educational Content to the Class
room” on May 28. 

•	 Terry Parker was awarded the ADA 25 Accessibility: Inclusion and Success medal; Ter
ry also represented the Library at the 6th Annual CUNY Accessibility Conference at John Jay 
College on May 1. 

•	 Professor Galina Letnikova, Hong Cheng and Professor Dianne Gordon-Conyers completed 
a successful Public Library Day with Queens Public as part of National Library Week on April 
13. 

•	 Professor Silvia Lu, Professor Steve Ovadia, Professor Louise Fluk, Marie Spina and Profes
sor Scott White compiled the annual Faculty and Staff Publications booklet for the College. 

•	 Professor Alexandra Rojas and Professor Dianne Gordon-Conyers successfully led a Cen
ter for Teaching and Learning Seminar, DIAL seminar. This seminar will continue in Fall. 

•	 Professor Alexandra Rojas (Co-Chair), Chris McHale, Professor Silvia Lu and Professor Ste
ven Ovadia successfully planned the notable and well-attended LACUNY Institute on pri
vacy at John Jay College. 

•	 Professor Alexandra Rojas, Charles Keyes, Chris McHale and Professor Galina Letnikova pre
sented at the Faculty of the Future Conference at Bucks County Community College in May. 

•	 Professor Silvia Lu and Charles Keyes are serving on the Benchmark Readings for Core Com
petency Committee. 

•	 Several Library Faculty are served on College Search Committees for open positions includ
ing: Professor Alexandra Rojas and Charles Keyes for Communications; Chris McHale for HR; 
Professor Silvia Lu for the Director of Paramedics; and Professor Dianne Gordon-Conyers for 
Health Sciences. 

•	 Professor Catherine Stern chaired the search committee for Chief Librarian. ■ 
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