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What’s	
  football	
  (futball)?	
  



What’s	
  football	
  (futball)?	
  



What’s	
  the	
  meaning	
  of	
  life?	
  



What’s	
  the	
  meaning	
  of	
  life?	
  



Modali7es,	
  Mo7va7ons,	
  and	
  Materials	
  

Who/what	
  could	
  provide	
  me	
  the	
  best	
  answer	
  to	
  my	
  ques7on?	
  

Relevance	
  
Quality	
  
Sa7sfac7on	
  

How	
  are	
  people	
  seeking	
  informa7on	
  online?	
  
Why	
  do	
  they	
  choose	
  one	
  method/source	
  over	
  the	
  other?	
  
What	
  is	
  the	
  quality	
  of	
  this	
  content?	
  



Taking	
  the	
  Search	
  Online	
  



Taking	
  the	
  Search	
  Online	
  

Reference	
  service	
   Keywords-­‐based	
  search	
  

Ques7on-­‐based	
  search	
  Virtual	
  reference	
  

Online	
  ques7on-­‐answering	
  



Virtual	
  Reference	
  (VR)	
  

Internet	
  Public	
  Library	
  (IPL)	
  

Ask-­‐A-­‐Librarian	
  (LOC)	
  



Virtual	
  Reference	
  (VR)	
  



Social	
  Q&A	
  (SQA)	
  



Yahoo!	
  Answers	
  



Seeking	
  the	
  Wisdom	
  of	
  Crowd	
  



Seeking	
  the	
  Wisdom	
  of	
  Crowd	
  



Modali7es,	
  Mo7va7ons,	
  and	
  Materials	
  

Who/what	
  could	
  provide	
  me	
  the	
  best	
  answer	
  to	
  my	
  ques7on?	
  

Relevance	
  
Quality	
  
Sa7sfac7on	
  

How	
  are	
  people	
  seeking	
  informa7on	
  online?	
  
Why	
  do	
  they	
  choose	
  one	
  method/source	
  over	
  the	
  other?	
  
What	
  is	
  the	
  quality	
  of	
  this	
  content?	
  



Our	
  Approach	
  
1.  Interviews	
  
•  10	
  experts	
  (reference	
  librarians)	
  
•  36	
  end-­‐users	
  (24	
  undergraduates+12	
  master’s)	
  

2.  Content	
  analysis	
  (qualita7ve)	
  
•  500	
  ques7ons	
  from	
  Yahoo!	
  Answers	
  
•  500	
  ques7ons	
  from	
  WikiAnswers	
  

3.  Content	
  analysis	
  (quan7ta7ve)	
  
	
  Yahoo!	
  Answers:	
  

	
  Ques7ons:	
  3	
  million+	
  
	
  Answers:	
  16	
  million+	
  
	
  Avg.	
  answers	
  per	
  ques7on:	
  ~6	
  

	
   	
  Users:	
  1	
  million+	
  



Deriving	
  Aspects	
  of	
  Quality,	
  Relevance	
  &	
  Sa7sfac7on	
  

•  Cogni7ve	
  aspects	
  
•  Social	
  aspects	
  
•  Situa7onal	
  
•  Affec7ve	
  
•  Organiza7onal/collabora7ve	
  



Finding	
  #1:	
  Physical	
  vs.	
  Virtual	
  Interac7ons	
  

•  More	
  important	
  for	
  VR:	
  effec7veness,	
  7meliness,	
  and	
  
accessibility/convenience	
  

•  Affec7ve	
  aspects	
  ranked	
  higher	
  for	
  face-­‐to-­‐face	
  
interac7ons	
  

•  Teaching	
  effec7ve	
  search	
  strategies	
  beder	
  conveyed	
  
over	
  VR	
  



Finding	
  #2:	
  Percep7on	
  of	
  Physical	
  &	
  Virtual	
  Reference	
  

•  Reference	
  desk	
  underu7lized,	
  oeen	
  confused	
  with	
  
circula7on	
  

•  Use	
  of	
  VR	
  more	
  popular	
  among	
  undergraduates	
  than	
  
master’s	
  students	
  

•  Students	
  more	
  likely	
  to	
  use	
  (and	
  reuse)	
  reference	
  
services	
  if	
  expected	
  by	
  their	
  instructors	
  



Finding	
  #3:	
  Access	
  and	
  Ques7on	
  Type	
  

•  Most	
  common	
  padern	
  for	
  online	
  Q&A:	
  
•  Google	
  -­‐>	
  Type	
  ques7on	
  -­‐>	
  Visit	
  SQA	
  site	
  

•  Trust	
  is	
  a	
  huge	
  factor	
  in	
  using/choosing	
  a	
  source	
  
•  WikiAnswers	
  more	
  popular	
  with	
  fact	
  finding	
  ques7ons	
  
•  Yahoo!	
  Answers	
  more	
  popular	
  with	
  opinion/advice	
  
ques7ons	
  



Finding	
  #4:	
  Expecta7ons/Assessments	
  

1.  Relevance	
  
2.  Accuracy	
  
3.  Authen7city	
  
4.  Speed	
  

1.  Speed	
  
2.  Relevance	
  
3.  Accuracy	
  
4.  Authen7city	
  

Expert	
   User	
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Yahoo!	
  Answers:	
  Time	
  for	
  the	
  First	
  Answer	
  

!
Shah,	
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Yahoo!	
  Answers:	
  Time	
  for	
  the	
  Best	
  Answer	
  

!



Finding	
  #5:	
  Comparing	
  VR	
  and	
  SQA	
  

•  Customiza7on	
  
•  Quality	
  
•  Relevance	
  
•  Accuracy	
  
•  Authen7city	
  
•  Completeness	
  
•  Process-­‐focused	
  

•  Cost	
  
•  Volume	
  
•  Speed	
  
•  Social	
  aspects	
  
•  Engagement	
  
•  Collabora7on	
  
•  Product-­‐focused	
  

VR	
  beLer	
  than	
  SQA	
   SQA	
  beLer	
  than	
  VR	
  



So	
  What?	
  



Toward	
  a	
  New	
  (Hybrid)	
  Model	
  of	
  Online	
  Q&A	
  
Scenario-­‐1:	
  Collabora7on	
  among	
  VR	
  services	
  

Solu'on	
  

VR1	
  
VR2	
  

VR3	
  

Challenges	
  

•  Integra7on	
  of	
  services	
  
•  Ques7on	
  rou7ng	
  
•  Transparent/opaque?	
  



Toward	
  a	
  New	
  (Hybrid)	
  Model	
  of	
  Online	
  Q&A	
  
Scenario-­‐2:	
  Linking	
  VR	
  and	
  SQA	
  

Challenges	
  

•  Evalua7ng	
  content	
  
•  Personaliza7on	
  
•  Service	
  policies	
  

Solu'on	
  

VR	
   SQA	
  



Summary	
  

•  Informa7on	
  seeking	
  behavior	
  of	
  a	
  typical	
  user	
  has	
  changed	
  and	
  
is	
  changing	
  significantly.	
  

•  Expecta7ons	
  –	
  ques7on	
  instead	
  of	
  keywords,	
  customized	
  
answers,	
  social	
  and	
  collabora7ve	
  support,	
  natural	
  interfaces	
  
(e.g.,	
  Siri	
  on	
  iPhone).	
  

•  Need	
  a	
  fundamental	
  shie	
  (not	
  another	
  brick	
  in	
  the	
  wall)	
  for	
  
reference	
  services.	
  We	
  need	
  to	
  be	
  where	
  “the	
  puck	
  is	
  going	
  to	
  
be”.	
  



Ongoing/Future	
  Work	
  

•  Explore	
  the	
  feasibility	
  of	
  linking	
  VR	
  and	
  SQA	
  services	
  as	
  a	
  part	
  
of	
  IMLS-­‐funded	
  Cyber	
  Synergy	
  project	
  

•  Study	
  how	
  informa7on	
  seekers	
  value/assess	
  informa'on	
  
provided	
  in	
  online	
  Q&A	
  services	
  

•  Build	
  a	
  comprehensive	
  model	
  to	
  explain	
  (and	
  predict)	
  content	
  
quality	
  in	
  both	
  VR	
  and	
  SQA	
  

•  Use	
  the	
  wisdom	
  of	
  the	
  “wise”	
  crowd	
  

Who/what	
  could	
  provide	
  me	
  the	
  best	
  answer	
  to	
  my	
  ques7on?	
  



Thank	
  You!	
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