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• Background  
• Initial Plan of Action 
• Data Acquisition 
• Fork in the Road 
• Data Extraction, Cleaning, 

Aggregation 
• Data Analysis 
• Findings 

 

https://sd.keepcalm-o-matic.co.uk/i-w600/keep-calm-here-s-the-agenda-3.jpg 
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BACKGROUND 

Priorities for Web Usability Testing  
• Questions Asked by Patrons 
• Language Confusion 
• Library Administration 

Priorities 
 
 
 

http://www.absoluteperfectionmedia.com/wp-content/uploads/2014/04/Increasing-Website-Usability-User-Experience-Website-Design.jpg 

Web Tools Usability Group  
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BACKGROUND 

Objective 
• “to create a user experience that is high quality, consistent, and 

robust regardless of the user’s location, access method or objective” 
• Summer 2015 

• created a team to examine the virtual reference chat transcripts 
as a potential data source to inform this objective 

 
 
https://www.flickr.com/photos/phploveme/2997473230  

 
 

 
 
 

 
 
 

Balanced Score Card 
• Required periodic usability 

testing of patrons – quarterly 
 

https://www.flickr.com/photos/phploveme/2997473230
https://www.flickr.com/photos/phploveme/2997473230
https://www.flickr.com/photos/phploveme/2997473230


GEORGE MASON UNIVERSITY LIBRARIES 

Data Services 
• Illuminated possibilities  
• Provided data tools and 

know-how   
• Supported expanding 

knowledge and experience of 
team  

Web Usability Team 
• Physical Sciences & STEM 

Data Librarian 
• Instructional Design Librarian  
• Electronic Resources 

Librarian 
 
 
 
 

BACKGROUND 

https://figures.boundless-cdn.com/13427/large/er-teamwork-puzzle-concept.jpeg 
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BACKGROUND 

Why use virtual reference  
chat transcripts? 

 
• Easily accessible data 
• Continuous supply of data  
• Authentic patron responses 

 
 
 

 
 
 

https://rwconnect.esomar.org/wp-content/uploads/2011/10/5-things-featured-image.jpg 



GEORGE MASON UNIVERSITY LIBRARIES 

INITIAL PLAN OF ACTION 

• Retrieve VR chat transcripts from the LibraryH3lp Admin Dashboard 
• Organize data into standardized format for data analysis software 
• Sample data at peak periods of activity 
• Code & classify terms manually 
• Identify the prioritized items in the VR chat transcripts 
• Interpret & summarize our findings 

 
 

 
 
 
 
 
 
 
 
 
 
 

http://4.bp.blogspot.com/-rVHF7k0fSXk/VjUPnCeToII/AAAAAAAAGmQ/0ao22fR6Xh4/s1600/Action-Small-
01.png 
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DATA ACQUISITION 

Acquisition Issues from LibraryH3lp Admin Dashboard 
• Too difficult to obtain data in a single file 
• Too tedious to organize data into usable format 

 
 
 
 
 

 
 
 
 
 
 
 
 
 http://www.hollywoodreporter.com/sites/default/files/imagecache/landscape_928x523/2015/07/little_shop_of_horrors_still.jpg 
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DATA ACQUISITION 

Contacted LibraryH3lp representative  
• Received all VR chat transcripts since July 2012  
• Zipped file of 15,441 chat transcripts in single text (.txt) files 

 
 
 

https://shannondonnelly.files.wordpress.com/2012/04/cliche.jpg 
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FORK IN THE ROAD: TO SAMPLE OR NOT TO SAMPLE? 

http://68.media.tumblr.com/9b3cdd375de905130380e3107a199208/tumblr_o8vle9nP3x1u9beo8o1_1280.jpg 
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DATA PROCESSES 

Data Acquisition Data Extraction 
& Cleaning 

Data 
Aggregation & 
Representation 

Results & 
Analysis 

Interpretation 

Data Management Data Analysis 
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DATA EXTRACTION, CLEANING & AGGREGATION 

OpenRefine:https://about.infogr.am/wp-content/uploads/2016/01/Screen-Shot-2016-01-04-at-1.43.44-PM.png 
Nvivo: http://uwm.edu/software/wp-content/uploads/sites/76/2014/06/inst_v8_01.png 
Notepad++:http://image.freshshare.com/i0/id20/notepad++.png 
Ant Renamer: http://numerico.altervista.org/AFOTO%20PROGRAMMISSIMI%202/AntRenamer.png 
R: https://developer.r-project.org/Logo/Rlogo-1.png 
QDA Miner: http://www.tstat.it/tstat/wp-content/uploads/2016/04/qdalogo.jpg 
WordStat: http://www.kovcomp.co.uk/wordstat/index.html 
SQLite: https://logosinside.com/uploads/posts/2016-09/medium/sqlite-logo.png 
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WORD CLOUD – COMPARISON OF L & P LANGUAGE 

 
 
 
 
 
 
 
 
 
 
 

 
 

•  
 

Library Staff 

Patron 
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FREQUENCY OF PHRASES – COMPARISON BETWEEN L & P 
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CO-OCCURRENCE OF TERMS – P WORDS DISCUSSED TOGETHER 
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DATA AGGREGATION & REPRESENTATION 
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DATA AGGREGATION & REPRESENTATION 
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INFORMATION REPRESENTATION 

A good place to start … 
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GENERATING CATEGORIES 

 
 
 
 
 
 
 
 
 
 
 

 
 

•  
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PERCENTAGE OF CASES -  COMPARISON BETWEEN 0 & 1 
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DATA PROCESSES 

Data Acquisition Data Extraction 
& Cleaning 

Data 
Aggregation & 
Representation 

Results & 
Analysis 

Interpretation 

Data Management Data Analysis 
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DATA ANALYSIS – SIGNIFICANT CHANGES? 
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PROJECT CHALLENGES 

Physical Challenges - Fenwick Library New Addition 
• Data Services Lab moved twice 
• Library employees moved once 
 

Computational Challenges - Software 
• Nvivo – Slow  
• Wordstat – complexity 
 

Mental Challenges 
• Steep learning curve 
• Multiple perspectives 

• Science, Social Science, Humanities 
• Collection Development vs. Teaching & Reference Services 
 

Project Management Challenges 
• Scheduling  / planning / ongoing revision of methodology 
• File-naming conventions – data management 
 
 
 
 

 
 

https://www.flickr.com/photos/erikcharlton/219514103 
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PROJECT MANAGEMENT TOOLS 
 

• Literature Reviews 
• Data collection 
• Project and research leave 

documents 
 

 
 
 
 

• Activity log 
• Timeline management 

 
 

https://fthmb.tqn.com/j9-ItD30xlfd_4Td2-jTfVO4e38=/1280x854/filters:no_upscale():fill(FFCC00,1)/about/google-calendar_logo-56a401103df78cf77280530b.jpg 
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http://unitedrescues.eu/wp-content/uploads/2016/07/thank-you-1400x800-c-default.gif 
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LSE Department of Methodology - Intro to Wordstat and QDA Miner: 
http://abicqu.webfactional.com/test/wp-content/uploads/2014/02/3.-
QDA-Miner-Wordstat-handout.pdf 

 
Gandomi A. & Haider, M. (2015, April) Beyond the hype: Big data concepts, 

methods, and analytics. International Journal of Information 
Management, 35 (2), 137-144. 
http://dx.doi.org/10.1016/j.ijinfomgt.2014.10.007.  

 
Baesens, B., Bapna, R., Marsden, J.R. & Vanthienen, J. (2016) 

Transformational Issues of Big Data and Analytics in Networked 
Business. MIS Quarterly, 40(4), 807-818. 
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QUESTIONS? 

https://upload.wikimedia.org/wikipedia/commons/thumb/e/ea/Thats_all_folks.svg/2000px-Thats_all_folks.svg.png 
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