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This study aims to explore the characteristics and development of internet question-and-answer (Q&A)
systems. Two representative systems in Taiwan, namely Taipei Public Library Online Reference Services (TPL)
and Yahoo! Kimo Knowledge+ (Knowledge+), are investigated, using methods of Q&A content analysis,
unobtrusive evaluation of reference services, and in-depth interview. The comparative analysis is threefold,
including the aspects of system functions, Q&A content, and service model. The results respectively show the
merits of the community-based model of Knowledge+ and the librarian-based model of TPL. However, many
useful lessons can be learnt from Knowledge+ in the pursuit of enhanced digital or networked reference services
of libraries. Suggestions on the improving of internet Q&A systems are also discussed in this paper.
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