Learning| from chatting:
IHow our VR guestions are
giving uUs answers




What We'll Do Today




VR (e.g. Docutek) vs. IM (e.g. MSN)




What we are NOT talking about




And we're not talking about...
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We looked at transcripts
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Background:
About the University of Guelph




~ DON'T GET UP,
..About Our VR Service: |aixale

®

Chat online with library staff
on-Thurs 11:00am - 5:00pm




Our previous research
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*Now...the Details of Our Project
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...More Methodology




Methodology




Broad Categories
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Broad Categories




Directional




Policy and
Procedure




% of Ready Reference Questions in

Ready Reference

VR and IM




% of Specific Search Questions in
VR and IM

Specific Search




% of Research Questions in VR and
IM

Research




What Types of Questions?
VR (Docutek)

Research 1%

Policy and
Procedure

35%




What Types of Questions?
IM (MSN)

Research .1%

Policy and
Procedure

32%




What Types of Questions?
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/ Direction
Specific 6

Search

Policy and Policy and
Procedure




% of "Stupid sessions" in
VR and IM

“Stupid sessions”




Subcategories




Top 5 Recurring Questions

VR (DOCUTEK) IM (MSN)
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Top 5 Recurring Questions

VR (DOCUTEK) IM (MSN)
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What did we look at?




For example... in IM...
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A PHmMer on

IM-Speak







Students sometimes teach us...
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So what did we find out about
language and behaviour?




VR vs. IM:
Formal vs. Informal student
language and behavieur

In VR

O Informal,
149, 21%

. In IM
B Formal, 145,
23%
B Formal, “lIIII
565, 79%
O Informal ,

498, 77%




Some reasons for the differences
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(= LIVE CHAT - Docutek VRLplus - Windows Internet Explorer B@IE
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Erowse status [l j s s @

Back  Forward Refresh  Stop

Operator

_| Location: | http:iiwew e lib.voguelph.cal |

J Mew Window | [ Painter Options...

about the Library
people,
administration,
policies and plans

UNIVERSITY

I Need Help: I nesd articles please, ol T LI bra v
on international adoption l"-r"'ﬁGL]EI-'PI.l

LR: So what is your topic, and do you
need boolks or articles?

[browse configured]

URL: http://wow.lib.uoguelph.ca/l

[patron browse mode switched from . RESUU rces HEI p & hDW-tD

STANDBY to PRO]

— ; = Journal articles m Ask us

[configuring patron browsing - be sure

to dlick "¥es' or 'No” at the S it =

bt it m Course reserve m Subject & course
I Meed Help: I need help with my s E-books gUidES

| e==ay please.

LR: Welcome to your virtual reference 2 u fo—campu& web
sassion. I'm looking at vour question = E-reference
right now. I will be just a minute. & RefWorks dCCESS
n Workshops and
= All research
Tours

resources &

collections All help: research,
writing, learning,

3 computers, more.
Quit
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