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Library Visitorship Through The Years 
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SMU Libraries –
Learning Space & Learning Partner 
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2020: Covid-19 And Its Impact 
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Enhancing And Expanding Our Virtual Chat 
Service 
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Chat Transaction Trends: 2018 - 2021 



SMU Classification: RestrictedSMU Classification: Restricted

Chat Volume Trends: By Hour 
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➢Resource Intensive - Quantitative date

➢Knowledge Intensive - Anecdotal evidence

➢But how do we know –

➢ that the community is receiving the right help at the right time?

➢ that SMU Libraries staff manning the service has access to the right 

training to provide value to their community?

➢ that SMU Libraries would be able to sustain the service and right-size 

it depending on the needs of the community?

Paving The Way To A Data-Informed 
Approach
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Moving beyond traditional quantitative metrics, we decided to leverage on 

machine learning and AI, 

➢ To draw out sentiments, 

➢ To detect patterns, and,

➢ To analyze user needs by mining and visualizing chat transcripts

Beyond Numbers: Mining The Richness Of  
Chat Data
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PART I : HOW?
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Visualizing chat transcripts is initially roll out as a Proof of Concept

(PoC) project. The system is built base on Extract, Transform, Load and

Security (ETLS) rules.

Testing Waters: Proof  Of  Concept 
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➢ Chats per month

➢ Chats per hour

➢ Chats Quantity Comparison

by Month & Year

➢ Chat Ratings & Quantity by

User Group

➢ Chat Ratings & Quantity by

School

➢ Chat Ratings by Year

➢ Chat Launch Location

➢ Browser usage

➢ Patron Comments

➢ Classification of Chats (Machine 

Learning)

➢ Chat Index (Predictive)

➢ Transcript Summary & N-gram 

(Machine Learning)

Quantitative Measures

Qualitative Measures

Beyond Numbers: Possibilities 
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Chat Classification By Machine Learning
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Chat Index By Predictive Analysis
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Transcript Summary By Machine Learning
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Development

1. Chat Transcript data extraction (Extract Process)

• Developed in Python Programming

• Extraction Data in year by year basis

• Password Encryption

2. Data Processing (Transform Process)

• Developed in Python Programming

• Transcript Categorization by Machine Learning

• Transcript Summarization by Machine Learning

• Data Mapping

3. Data Visualization (Load & Security Process)

• Developed in QlikSense Dashboard (Responsive Data Analytics Platform)

• Chat Index Implementation

The “Nuts And Bolts” 
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Password Encryption
Machine Learning Categorization

Machine Learning Summarization

Data Mapping

Stop Words

Activities Logging

Activities Logging

Patron Masterlist

System Diagram
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PART II : SO WHAT? 



SMU Classification: Restricted

Predictive 
modelling 
aligned to 
academic 
calendar

Best 
practices for 

peer 
learning

Staffing 
Models

Upskilling 
opportunities

Benefits To The Community 

The community is 
receiving the right 
help at the right 
time

SMU Libraries staff 
manning the service has 
access to the right 
training to provide value 
to their community

SMU Libraries  
would be able to 
sustain the service 
and right-size it 
depending on the 
needs of the 
community
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Thank you for your 

attention ☺
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