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Learning from chatting: Learning from chatting: 
How our VR questions are How our VR questions are 

giving us answersgiving us answers
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What WeWhat We’’ll Do Todayll Do Today
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VR (e.g. Docutek) vs. IM (e.g. MSN)VR (e.g. Docutek) vs. IM (e.g. MSN)
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What we are NOT talking aboutWhat we are NOT talking about
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And weAnd we’’re not talking aboutre not talking about……
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We looked at transcriptsWe looked at transcripts
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Background:Background:
About the University of GuelphAbout the University of Guelph
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……About Our VR Service:About Our VR Service:
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Our previous researchOur previous research
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*Now*Now……the Details of Our Projectthe Details of Our Project
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……More MethodologyMore Methodology
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Broad CategoriesBroad Categories
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Broad CategoriesBroad Categories
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DirectionalDirectional
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Policy and Policy and 
ProcedureProcedure
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Ready ReferenceReady Reference
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Specific SearchSpecific Search
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ResearchResearch
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What Types of Questions?What Types of Questions?
VR (Docutek)VR (Docutek)
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What Types of Questions?What Types of Questions?
IM (MSN)IM (MSN)
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What Types of Questions?What Types of Questions?
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““Stupid sessionsStupid sessions””
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SubcategoriesSubcategories
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Top 5 Recurring QuestionsTop 5 Recurring Questions
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Top 5 Recurring QuestionsTop 5 Recurring Questions
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*3*3rdrd level of level of 
analysis: analysis: 
Online Online 

language language 
and and 

behaviourbehaviour
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What did we look at?What did we look at?
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For exampleFor example…… in IMin IM……
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A primer on A primer on 
IMIM--SpeakSpeak
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Students sometimes teach usStudents sometimes teach us……
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So what did we find out about So what did we find out about 
language and language and behaviourbehaviour??
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VR vs. IM:VR vs. IM:
Formal vs. Informal student Formal vs. Informal student 

language and behaviourlanguage and behaviour

In VR
Informal, 
149, 21%

Formal, 
565, 79%

In IM

Informal , 
498, 77%

Formal, 145, 
23%
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Some reasons for the differencesSome reasons for the differences
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And you just canAnd you just can’’t be too serious when t be too serious when 
helping these MSN usershelping these MSN users……
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Other observationsOther observations
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Other observationsOther observations

�� (45���
���	)�
�� ��	� �	�������	��(45���
���	)�
�� ��	� �	�������	��
��	���	� ** ��	��1��	��1
22 (�
����
��	� �
� ����	�����(�
����
��	� �
� ����	�����

22 4����	������!��� �������	��  ���!��	��4����	������!��� �������	��  ���!��	��

���
	���$��	����!�����%������	�
���
	���$��	����!�����%������	� ��
��� ����
�	��������� ����
�	������

22 =����!��=����!�� �� )�
�� ��	�&�6��	)�
�� ��
�)�
�� ��	�&�6��	)�
�� ��
�
	�		�	 �� �K����	���	�(45�K����	���	�(45



��������	�
�������
���������������	�
�������
������� 0-0-

*How users feel*How users feel……..
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Preferred Method of Getting HelpPreferred Method of Getting Help
(survey in IM)(survey in IM)
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0

5

10

15

20

25

30

35

40

IM In person VR E-mail Telephone

%



��������	�
�������
���������������	�
�������
������� 8�8�

So what?So what?
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Part 1: VR vs. IMPart 1: VR vs. IM

�� '(��	��&���
���������))�
�	� !'(��	��&���
���������))�
�	� !

�� &��%������	����
��
����
���&��%������	����
��
����
���
�	��	��#��	��	��#�

�� +��
���
�����  ����
��$����
�)�
�&�:�+��
���
�����  ����
��$����
�)�
�&�:�
�������
���������
�	���
�)�
�	���)�
��������
���������
�	���
�)�
�	���)�
�
'('(

�� @��������
#��������� ���	�������@��������
#��������� ���	�������
����
.����
.



��������	�
�������
���������������	�
�������
������� 8�8�

Better serving our studentsBetter serving our students……
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Better serving our studentsBetter serving our students……
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Better serving our studentsBetter serving our students……
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Better serving our studentsBetter serving our students……
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Who Are We Again?Who Are We Again?
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