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Want to Know More?

ANTswers: an interactive library FAQ

Danielle Kane, Research Librarian for Emerging Technologies and Service Innovation, UCI Libraries

ALA Annual 2015 — San Francisco, CA —June 25 - 30, 2015

http://lib.uci.edu/ALAPoster

BACKGROUND RESULTS LANGUAGE ANALYSIS

ANTswers is an AIML chat robot (chatbots) built to answer questions about the UCI Libraries While Program-O contains transcript logs they are just viewable. Initially in the Data is from 3/25/14 — 6/9/15 http://www.online-utility.org/text/analyzer.jsp
but to also respond to general conversation. ANTswers is available from the library testing phases a Google form was used to track statistics on each conversation but . Total number of conversations: 715
hom.enge (http://www.lib.uci.edu) 24/7, all conversations are anonymous, and no log-in is the connection between the statistics and the conversation was lost. Moving ' Chatlog transcrints are exported and run through a text analyzer on a quarterly and
required. forward the best solution was a statistics database built using MySQL which pulls ¢ Total number of questions: 3,486 . . . . .
Introduced in March of 2014 for beta testing, ANTswers is built for an academic library with 2 t ipts f P O and all for taggi iewing (statistics) d vearly basis. Information on how library users are asking questions are used to
) ranscripts from Program-O and allows for tagging, reviewing (statistics), an : P 0 : : : : :
e . & . . Y P To8 . e8ine, 5 / * Total number of Library questions: 1,918 (55% of total) refine the ANTswers database but is also of interest as the UCI Libraries works to
main libraries, a study center, Special Collections & Archives, and a medical library. forwarding transcripts to other library staff. , , ,
_ _ , | * Total number of General questions: 1,554 (45% of total) redesign our library website.
Our goals in creating a library chatbot were to: View Chatbot Logs
* Enhance (not replace) current reference services e - e
* Serve a large number of people at any one time of the day S — Number of Questions Asked Number of characters (including spaces) : 126547
* Serve a wide range of library patrons o 1200
° Use it to Someday triage patrons _ Vewlos | Number Of CharaCterS (W|th0ut SpaCES) . 77342
*  Provide UCI specific information e | o N oo 088 Number of words : 18408
D ::a 2015-06-10 1:;5:05 Are there study rooms in the Langson Library — - " - o m::::
D 2047 2015-06-10 10:54:20 is ayala open 24-7 this week View Log
D 2046 2015-06-08 21:53:14 writing 39c 6/10/2015 10:21am View Log 823
I M P L E M E N I A I I O N CJ 2045 2015—06—0815i07i46 MMtestingsomethinglmaskingiheW?iQCstudemstodo . test | Ve L 200 Some top phrases containing 4 Words
D 2044 2015-06-08 14:13:23 Who do | need to contact at the science library such that a summer group can obtain library use G/9/2015 12:28pm View Log . .
O 2043 2015-06-08 11:54:56 Do you have resources regarding the Industrial Revaltuion £/9/2015 12:01pm View Log 608 (WIthout punctuatlon marks)
D 2042 2015-06-08 11:48:23 Hello? 6/9/2015 11:57am View Log
o el o Phrase Occurencies Phrase Occurencies
M M M M (= 2040 2015-06-04 12:33:05 hi, i was wondering if there were phone chargers available to use at all? 6/5/2015 11:10am View Log = .
ANTswerS Was In development for a year prlor to gOIng Ilve' A focus group Of 13 0 2039 2015-06-03 18:52:36 Does UCI have a Wiley Online Library account so that | can access an article for free? 6/5/2015 11:36am View Log E 600 - Where Can I flnd 62 CheCk Out a bOOk 17
. . . < 521 . . .
members Of Ilbra ry Staff Was C-rea.ted to dlscuss the person.allty’ IOOk and feel’ and University of California, Irvine - Irvine, CA 92623 - 9557 - 945.624.5836 463 510 HOW do I flnd 46 Tlme does the Ilbra ry 16
S TS e T e T 443
scope of the chatbot. The majorlty of the A.IML programming was f:omplet.ed by 1’ o Can you help me 32 Can | check out 16
staff member (botmaster) with support provided by a programmer in the Libraries 400 How do | get 73 How do | use 14
OIT department Each transcript is reviewed and statistics are submitted, statistics are kept on the e 286 C Is the library open 23 | am looking for 14
: : P 222| 228 231 : .
following criteria: o What is your name 21 | want articles on 13
* 8/5/13 - 9/22/13 . . ° General Information: | check out a 19 How do | access 13
(el * Focus: Focus group determines scope and personality What time does the 18
Date | Hour | Quarter | Week | Day of Week
0
9/23/13 12/9/13 ° Determ|n|ng Answer Percentage: Spring 14 Summer 14 Fall 14 Winter 15 Spring 15
() —_ Total # of i Total # of Lib i Total # of G IC i o o
) TOtal # Of Questlons M Tota of Questions M Tota ot Liprary Questions H Tota (0] eneral Conversation Some top phrases Contalnlng 3 Words
" e Focus: Development of AIML files and testing (without punctuation marks)
*  #oflibrary questions — asked | answered | answer rate - -
_ Library Questions Answer Percentage Rate Phrase Occurencies Phrase Occurencies
e 1/6/14-3/10/14 °  #of general questions —asked | answered | answer rate (number of questions correctly answered divided by the number of library related questions
_ _ o , asked) How do | 200 What are the 33
gl e Transcripts reviewed and revision to database made by botmaster. *  What s Being Asked: Where can | 37 Can you help 37
60
*  Questions Type — hours | books | articles | etc. Can | find 73 Does the library 29
e 3/25/14 — current Statistics are downloaded weekly into an Access Database which is linked to an Excel What is the 67 | need to 28
o e ANTswers goes live spreadsheet. At the beginning of each quarter a spreadsheet is created using pivot ° What is your 51 Who is the 27
charts and by refreshing the data weekly statistics can be quickly and easily shared. How can | 48 Do | get 23
Where is the 47 Check out a 21
40 R .
Do you have 37 What time is 21
MAINTENANCE B -
BASICS OF .AIML :
|
Transcripts are reviewed on a daily basis (M-F) in our Lib Web Admin System
AIML stands for Artificial Intelligence Markup Language and is an XML compliant hatb > | d ?jl h ( | g he AIML code if 4 d d’ 0
language. Each question / answer pair is considered a unit of knowledge and is chatbots responses are evaluated and changes are made to the FofE I heeded.
represented as:
4 10 . ) 1e . . .
<category><pattern>QUESTION</pattern> Guest Anteater: how can | renew a book? | | »  Redesign of ANTswers’ library related files due to a changing library web presence.
CO rre Ct ANTswers: Books can be renewed Online through My ANTPAC or My ILL Requests.You can also renew in person or by phone: Langson Library - 2nd fioor lobby 949-824-6842,
<temp|ate>ReSp0nse</temp|ate></categ0r‘y> Ayala Science Library - 1st floor lobby 949-824-3692, Grunigen Medical Library - 714-456-5585, and the Law Library - 2nd floor lobby (in person only). o Continue to refine database using knowledge gained from text mining transcripts _ goal
2015-06-14 02:42:58
| . . : . :
Where <Categ0ry> dEﬁnes the Unit Of knOWIEdge, <pattern> d@fines the keyword, Incorrect g:::xz::f;;z;&%%ﬁ%egﬁnitl)t?rccﬁ;;h My ANTPAC or My ILL Requests You can also renew in person or by phone: Langson Library - 2nd floor lobby 949-824-6842, ’ Spring 14 Summer 14 Fall 14 Winter 15 Spring 15 Is to eventua”y reach a 95% answer rate for Ilbrary queStlonS' ANTswers will then move
h i d I d f h h b ] Ayala Science Library - 1st floor lobby 949-824-3692, Grunigen Medical Library - 714-456-5585, and the Law Library - 2nd floor lobby (in person only). out Of Beta.
phrase, or question, and <template> defines the chatbots response. Recursion can
be used to map secondary categories to the primary category. . , , , » Aresearch project is currently underway to compare how questions are asked in in-
Opening the AIML for Borrowing & Fines we can find the category for RENEW. We | Library User Input by Question Type (Questions or Statements) oerson reference, QuestionPoint (24/7), and ANTswers.
can then add a new category for the phrase, “How soon can | renew.” Next time this ANTPAC catalog / Books  EEE——————————
1 1 1 1 1 Articles / Databases e 151
<category><pattern>CONTACT YOU</pattern> qguestion is asked the library patron will receive the correct response. e ,
<template>You can talk to Danielle Kane at kaned@uci.edu.</template></category> - - —— sl O e ) B B
<Category><pattern>CONTACT YOU</pattern>  OER s dRD e hkl BRI EEEAEEDS @ E Library Location (Address, Buildings, Parking) s 45
Hiib_borrowing fines_33.aimi 5| VPN s 36
<temp|ate><5ra|>CONTACT YOU</5rai></temp|ate></category> ; zﬁ zzziz:"i:8"}encodlng= IS0-8859-1"72> 5 Equipment (Copiers, Printers, Scanne[.sl;Stap;rz —2201 B l | ILD 5{ O l | R OWN C HA I B O I
3 <!--This work is licensed under a Creative Commons Attribution-NonCommercial 4.0 International License.--> 1orary Sta I
<category><pattern>CONTACT YOU *</pattern> D Study Spaces / Rooms s 13
<l-- is file has e following topics: -->
<template><srai>CONTACT YOU</srai></template></category> <!~ Borrowlag —> Visitor Access  fmm— 12 : L : : :
P / /temp / 50ty B L —11 This collection includes approximately 130 AIML files that are available for download
<category><pattern>CONTACT YOU *</pattern> P Restrooms / Water Fountains  mmm 9 ) : : . ) )
, , B T rount and for the use in creating other library chatbots. You will need to review and edit each
<temp|ate><5ra|>co NTACT YOU</Sra|></temp|ate></categ0 ry> 11 <category><pattern>RENEW</pattern> L|brary Lingo W 7 . . . . . . .
12 <template>»Books can be renewed Qnline through <a href=" https://antpac.lib.uci.edu/patroninfo" target=" blank">My ANTPAC</a> or <a hxsg MRC mm 10 Of the fIIeS for your pa rtICUIar |nSt|tUt|On. TO Implement your Own Ilbra ry ChatbOt yOU
13 http://www.lib.uci.edu/myillrequeststhrough”™ target=" blank">My ILL Requests</a>.You can also renew in person or by phone: Langson Lik S ial Collecti — . .. e
. 14 Ayala Science Library - 1lst floor lobby 949-824-3692, Grunigen Medical Library - 714-456-5585, and the Law Library - 2nd floor lobby ( pecial Loflec 'Zr; WI” nEEd d Server, ChatbOt SOftwa re (We Used Progra m-O), edltlng SOftwa re (We Used
i i i 15 - 8 . o . . .
Where replaces keywords before and/or after the maln phrase and <Sra|> IS the tag j—LS zEZIEE?Zizz:EZtt;i:i}Taniol(r)l:ycileq ieizzzz gg/gzt;s:e]:l;zzore the due date; 90 day loans 45 days before the due date; 28 day loans 8 days W39C = 14 NOtepad++) and at IeaSt mlnlmal experlence Wlth HTM L’ CSS’ Javascrlpt and AIML
for recu rsion. Code is organized into files. Files are then uploaded to the open 18 before the aus date, and 14 day loans 4 days Before the us date.</templates</category> ' Exhibits 1 1
: Microfilm / Microforms 1 1
source AIML engine Program-O (http://blog.program-o.com/) which is was s 002, :
c .g . ( .p //blog.prog / The file will then be saved, uploaded, and the older version will be deleted from Da.iinffi :1 -~k eScholarship https://escholarship.org/uc/uci_libs_antswers
downloaded to one of our library maintained servers. ®e3WL2’ University of California ' ' — 0=
Program-O (http://blog.program-o.com/) 0 20 40 60 80 100 120 140 160 180 Xy
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