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Consumer Health Information (CHI) seeking on the Internet is
becoming more popular, yet very complex. With the emergence of
the Social Q&A services, users are increasingly depend on online
community for health information. With the ISP model as the
theoretical lens, this study analyzed the content of 400 health-related
questions collected from Yahoo! Answers. This study recognizes
that CHI needs is time-sensitive and intends to analyze the content
of questions of eight different health stages in action, cognition, and
emotion dimensions. It further analyzes questions’ clarity, urgency
and length. The findings show that CHI seeking is multi-tasking and
non-liner. Different types of needs dominated in different stages. This
study may inform information service providers in designing services

that may address such nature of CHI seeking.
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Hall 2 =17 Rt 815 H 2a 5 - fRIZSSET 2011 £E PEW it 2010 £ 8
AZ 9 AFTETRIBINER R E R i a > ZaE A 74% KK
FAGEFIMERS > HivA 80% HY A G EMRS i = R R R &
FEREF %iﬁié%ﬁéé’\]@% FHf o A 23% AYFEERENEE I E e R ﬂﬁﬁﬁﬁf
Aps BRI A fRERACES - St BRI S AT R HIMHBAERL - TN 15%
A A& G AL B E IUS (R &Rl > BTN E A R AR K
atond (LRI U2 R (Fox, 2011) »

130



OE# 0 ~ SRS R R RS ORIT R ¢
LIEE &30 ACE 2 A1 & R R B A s = fE R e ]

SUEEE A B & A e L B 0V &8 B th o] DASEIR > SEAT N Y S s
FRZiE BT B A U R B R > F RN KL ER 28
B MBS — R EHUHEREN S - EH AR s R s IRE |
R SRR KL R 5 « 1798 Zhang (2010) HYWFSTIEH, - Kk
FE Tl oy Ry =AM LAERH » B > O EHKE » —fOHEH
RO UL BB R B S N B R EE AR (M@ E EE 7R
FH 5 i B B L G Y ) SRR 52 EGTR O (Zeng, Kogan, Ash, Greenes,
& Boxwala, 2002) ; HRK > {EEBEEAYEE > MT AME Y5 E i w
AR S AR AE T B AR SR (IR0 - MeSH ) SRS EGE AHAT

(Keselman et al., 2008 ) » FHHF{zE— AF 2 SEHE G AR SR
M E PRV E B (Zeng & Tse, 2005) 5 % » (e - —fK
HEEE R EREENE > PHET - (EEHE rEE - THEESE
DA E LR 0 DR S AR 4l (McCray & Tse, 2003; Smith, Stavri,
& Chapman, 2002 ) -

HE - EIRMTHEEEL AR E R KT - IR E EE R
AHEENER  AMABLEN mHEET AR ANREAEE > ik
S8 ERVRRENINGA S - HEERBAMAR A —ROHE S
HUGEFERNEREEE Z — - AT \mENHEEE  —ROHES
TER R R A a8 A2 i 1 = 5 [ A 0 A 2 e A R R Y
455E (Spink et al., 2004; Zeng et al., 2006 ) - figZHE FrH ERAIRIEE > B2
FEHRAFFFREN  SRERRER LB A E & NmE FME -
BN A R AR B B R AR K - Wtk —2k - B A
SERETHETE AR - BLE M — &N (Wilson, 1983, p.10) >
THEEH RS VTR RINA BN o theg MR 2 AR A 4k SR 1%
REAMTEBEE CHEEE S ([CH RN EHEEME - I EE
HatamiVEE B E R g MR A R s, - S
=S | BRI FORTER 2 @R &N IR EE
FEh RPN RN - AR ZEC - FRE S RTT
R > BURHBEE SR AT R > CHEZE0 R AR
woEh =R o BN T DIRIRE ) AR ERERE -

DIFERST HE B R A sl K 9T K 2 45 s R Ze B
—HE TR RAVELRS - FIH &G E B FTR I HR R E
A SH—FERE E T IR A FRAE 70 A (log analysis) » $HY
NP &N E AT AR R P AT EEAY A EE (Zhang & Fu,
2011) - 32 PVAERA T AR IEH#E AR 7] DU B BRI A N B R B AR oK
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FEEvRig - Al BB RS M2 H (R 4 nE’]gZﬂ??Tth%
R o 4 RE R S IR ] Bh (Zhang & Fu, 2011) - f# Kim (2010)
HUTHZE R S8 3R > — OB BRI At Er @F"ﬁ/ﬁiﬁﬁi‘%&lﬁﬁﬁfﬁﬂ’]ﬁ@x
FEEIAR S - MU AEEIL S AR DS E —F & 5

Tk ] — e R i e = S [ AU IV E AR - LR AR E
W48 K BE 7 Z 48 EG - Krikelas (1983) B#EH @ T AHESHA AR EAYE A
BLT/ER R REA S VRS AT RE R Ry S VB AR (T o Y B 5 1

(the characteristic of the problem may be a more critical indicator of potential
behavior than various personal or work characteristics ) | (p.13) 52 >
Sy R OB B (R R AR A R RE O] DAGE IR —20 T ek M 2 AR A% 4
rhiR R EIVE TR K -

Kuhlthau (2004) Y& A= @2 (Information Search Process > fifj
ﬁ% ISP) #E=(E0 &k e — A EE - Ny T BRI
EillFe Rz sesEllEs - BT ZEHRS ﬁ%%ﬁ%ﬁﬂﬂfﬁﬁ%ﬂyéﬁﬁ%ﬂﬁ%ﬂ
Fb o TR S At PSS R I [ S 17 TR A B - HL 3 Wilson (1981) T &
e FE SR AGENEE) » EFERB R K KRR KRG [ -
KRR R R E SR ERERE S - HNERERIVRRTT BTN
Eﬁ/\@fﬁ% VERVE R KAT By » (EREIRIPEERMEIERR - B A EIIE R
2~ PRIHIETELTE RS -
%Tﬁ**f?z%%’%ﬁ/\i‘i PRI B RS P AT 2 (R A TR
K AL B AT AT 2t MR B AR S 4G ¢ Yahoo! S EEAIEE +
Z TR ORGE ) BRI 15 (ETEIE T 3 400 B FIRENA o RTREAVE
75 URAE Buckland (1994) ¢ Zhang (2010) ZHHFEEES - TSGR
E'Eﬁ)%/\{lﬁig PER R &R ORPE B - 43l By (1) {BEEEFEEL (when
healthy ) ~ (2) AJEE4E AP ES (when asker thinks he/she might beill ) ~ (3)
TR MBS R (right before getting a medical test or checkup )

(4) w2l B RZ2E B (when diagnosed or self-diagnosed as ill ) -

(5) &R~ Tl Al 200k 24 5 (before a treatment, surgery, or taking
certain medications) ~ (6) IEAEHEZ ) ERBREE » B2 18 HERIZIH
ffl (when receiving or taking treatments, medications or exercise routines )

(7) B Fluigo/aE % (after surgery or after treatment) ~ (8) &4
9% (o living with illness ) ° fj{£%% %% Kuhlthau (2004 ) Y ISP =AY
fi?ﬁ@*ﬁ IR A EHE M B R R R E R PR (R PR EL - 1217
B~ WA~ FE R = (ERE I REOE TR o RN E R R
FEKHE’J{L%"H‘W;’;? (Buckland, 1994) » FSJAIL - AT R oM
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BH AT R EARHEBETE (tdme-sensidve) > RILEHE—F 57
BN - SR R ERE FEEIMEAVRE > DOy I R
Bl S KB NI R BRI ACE T RAVER A - R IRFEA RIS Y&

FoKERR =R - AR MEVT FERE e (1) £178) ~ 3840
TR E - PR BN & R N R ey (B RS B an e i
HFBER 7 (2) AEFEEAIFENEE S F RN - Sl
SRR ? DT eaE R R SRS A =R A T N B (LR
PR R ST R ST aitME R K s R e/ rm
PETEE B A TR R REE N K - RAANAHE— Pt
SULAY RS - A [F) (e R P Py £ " (R L E PR HE T T 2
] > SRR R BT BN ST E R T - R Rt A
B T E B

AL - SCRkERE

— U HBEERRENET

HEEEFFES (Consumer Health Information ) —Ed & 1990 41X
HI¥THEE - Bf ERHR IS B B AR S - BRIEI - DU EE
REARBREEEN > EWEATE - Maff > EE2R TS
HRERE ST E SACE (Elliote & Polkinhorn, 1994) - A8 A B 5
EEEFERT (Medical Library Association ) HYJHE & KR A\ fEFE &
EFY (Consumer and Patient Health Information Section of Medical Library
Association) i HEEMBEEREEL - " BT HERANEZRESE
—MERRIVFR K » P A R (R B E R ER - BR TER ~ 2
B~ ERaREEFEHYN  HaaEERE - TERE - EFEAERER
K B 24 S MH B & 21l ( Consumer and Patient Health Information
Section of Medical Library Association, 1996) | - #gPR4EFEHY 58 2 (15
HEH TR FHSEEENR - (BB REERNEER "
I EE(E A TR E CRYEERE » DURGEE C B N R R A SR E
#fl o (Patrick & Koss, 1995; ##5[H Deering & Harris, 1996) > L&A A
PR ERFERHE B R AR - AE R R AR - BRE
BRATEEAFE=(MHA - EEAREFRX L HEHESEREET
I EBRRE > HEEAEHEECE RS A E
HEHE R & A N SRR T R LG AT B e E 1T By ( Deering
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& Harris, 1996) © JHEE TG IR RSN - (1S@FE
EHVHEIS A E Y - IS ¢ (R R TP MR T RV &R - H
R E VR EE MR E AR SR B P R VAR - AR R R L
R EEHVE R - B Rbasa (TR EE - SR E R
(RN RARINTE K - BEARE A BN REN - IR
2BV AR K F - 46 A& R EIRRRAVRE K » W R =
3 (Sangl & Wolf, 1996) -

s A TE) AR K 1S AMMIBREARE ] (EEEZWR S
BE) A ZRHEFTEEE (Fox, 2011) » FEHEEE R ZT - AfM
fE4dps FAEE 8 H A A E KB ECEUE AR E & RIEFE T (Oh,
2011) o B AMTERBEERFE KR  BEHERIERIEEF S
At > A B CHES M - e EM NS R g RS
Ak s 4t B #E R B2 80l - $PHEENS - LM E AR agnh
NMEREAM IR R ZE » IS sk -~ BRI ES g
Y+ (Gooden & Winefield, 2007 ) ° Yahoo! &7 EEHI1E, + BB (R @A
CA = 2T 200 S AIRTRE - L RERWVER i E » BURHBEIREE
EH MR A IR B A = R R B R A IV T RE H s » MEEE
et S MR A AR B At 7y = R B R S B e & s R HH Y - L
BB (R AT K E M -

— - ERERMEEBEERRENSKITR

(—) HEAERE A RABS
BWEABEEEREER MR ABE R > P EREREE
B PR A (i B s R AR R > DU R (i B sl B FE A AV B 5T
(Cline & Haynes, 2001; Eysenbach, Powell, Kuss, & Sa, 2002; Yi, Stvilia, &
Mon, 2012; EEHE ~ #RTF§% > 2004) - FRAEEETR 4R FIEFEERVEE
B2 ey » DUINGRIERE &l A Satat » B TR &AL ot
AT ( Gray, Klein, Noyce, Sesselberg, & Cantrill, 2005; Liu, Narasimhan,
Vasudevan, & Agichtein, 2009; Zhang & Fu, 2011; 410 ~ fRESE ~ (A
lIEE > 2003) - BE A BEREHE S (R E TR T BAIARES - sRIg e
HINERF K AR FRIEAAVERE (Zhang, 2010) - fRIBIAFZEFEH -
HEFEBEENN TOEER ) EERER - BOERE - MEh K
JREVO(E N 4R BTN PAERS ( Deering & Harris, 1996) > Fef7REE
BT P S TR S R E IR R PR A A R B i
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FE R E RS 57 SRR A0 T B R B & J RV (R & e K a8 B 53R
BRFEENFROHNZE BIBREMNAAN - 8 AN EIERURG AR
e R (BORFE ~ H5L& 0 2010) 5 SO LB E SARS &
HEEIHRE > RIRERERIT BIVEHE (55 > 2003) - MAE&1E
TR ENRFEENT AR Y - LEFE AN RERES WA
G 5 A IR A A AT b [ 2 A N A (R AR R SKAR » DTS R 8RS
Wi B 2 B TH I OB R A0 s & 2 4 N B R 2 2 (R &, (A 3 3R
EIMER ~ REFEREE KA FEREEENET R ENTR KEER
TSR — (E&E Bl ~ B 0 2012) < H4h > Gray 5 A (2005)
R R E R AR B D Ae4Eis F=oK @ & a1
WHFTaE SR S TR L B B SE B A /DA & B (R A R R - By T RERY
R AIEEEE NS M DAAERS R (B -

HEs HY B SR VU R S5 45 v 1T - M AV E =K
175y N EEFERAVF RIS « 0[E0R B R & G E FR P
o BERENER THEE REE IR  HEEREN AR
A E B > MEAMI R R 7 & R 2 AR s 4 o Frr 8 T Y
NSNS 5 2B ERF KA AHEREERN
T AR Ry T 2 i 92 it 98 T REEE RN 2 2R © H ATERFTtt MR & IR S HY
WMREEZFENAS (WMEBRO%) BEFAE (FREE - BEE K
HEpst e ) WIfEE A (Oh, 2012) - £ A b - DUEG fEAH R i
SR A RS - AR ERERREAR M 2 Fe i
TR AR E VR - e R ENRF R RS8R E RIFEK -
AR AEE A b DUERIHFER S B RN RE IR - Bl ZEA
5988 » LG - AM A RBERE ST SRR AEHREE
SRV ST By 7 MAMTAT R R T B )RR R R [E R 7 GE A
FEEAVRERT  AEFEET SRR PR ENRMAE IR
B

(=) B A HANELiTh

Kuhlthau (2004 ) #Y&&HE FE 2 B n] S & T R ST Rd 1Y
[ HY SR - 2 E 1990 FRIREE #25 | AR =2 — (Pettigrew,
Fidel, & Bruce, 2001) - A{EEMBENT KAVBERES » #E EEER
&~ B RATE) E— 2 BHEELAYPE B - ISP 18 & &N KR
REY S ER - R —(E E BH4A (initation) ~ #E3FE (selection) -
B2 (exploration) ~ J ik (formulation) ~ Y% (collection) £ £ IR
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(presentation ) S 7Sl P& EL AU X - 78 (5 FH # HY R0 A0 BE o A H & R
HZAVERE o ISP R 5 MRV E I = E e 2 — T EEnYEE - BfE s
B BRI P B B R T{E ABYVIE R (Affective) ~ 2041 (Cognitive ) FITT
#f) (Physical ) 7 24865 (Kuhlthau, 2004 ) -

{fK#% Kuhlthau §9367% » HE—EAME @ EiflE SHBR AR A
NI > KRR FR I (E &SRS > #—2 T fRAE R M e B RTE
Hal T K AR P AV o ISP NP B Ay 17 Bh i [ A FH S=0RHE B & AR

(B2 ZEFORMEBSUE (88%) - sRH1E = AITEms ~ 5 2 10
B - MR A RVE SN EE M - %88~ 2RE/ i /5% B
® AR BERRE I REE - il FEN T HERRE -
FHE A 8% [ RE B T RE Y R a8k B DR RN 7R oK Z eI RV 2288 - B R sEF
FHIENFE K - HENABREZ BB MIFRF L - HaEEE
= EFEMECEE (Belkin, Brookes, & Oddy, 1982) ° MacMullin & Taylor

(1984) R RAMHEEENF RN ERERBE D » EXEEETH

(EEERIATE)) ~ BE (KEIVIERD) MaRA (BLEEs N A
REEY B4 ) T =(Em ) o 752 = (I8 R A AR B FH P A e
NI TERIBRAGHTE R KA AR & B AR - MR IR B4
VEAVERRTTT Ry > (5B T TR HE R 2 (B R s TR G B ] R 2 PR A 22
PE > SCPRITERREHVAT Ry ~ BRI B RN F7E Bh A AT R R R Y
EillFT KE A2 EMEN T#E -

() WM ERFH R

fR#% Shah ~ Oh £ Oh (2009) HYWIFEHEH » LG PERE R AT E
g (D) BEAMUEASESNHNRZENFT K (KRED RK—
(EFRE - mIE 1R Y) © (2) RS AR A&
K (3) BRI B2 M IRES R AR o B EA G R E IR
BRI RHEIARSVRERE S CIEUHERIEEE (Oh,
2011) - HEMEARE S ZH0NE - LI B AR R (T S PR
ARB A nEY R R G A RER - T ) S E AR T Ry
WSR2 (Zhang, 2010) - JHEEIEA FAVEFEBCEIRIEE: - BNE
AHHYFRREEA — > FEEEFAME (Buckland, 1994) >
IRRTHEEHEN R RN E K EBN B > EXIE—Rpefh & -
AP EALRFEERATFR - (TR EEUHEE RN LG TR
BN R EZENZR (Oh, 2011) - F4h - TREWISTEL - F£—L&
DUEF & RO & E > fEREERESKER  BRC
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(o] 7 8 R R L BB A (A9 IR E B 5 17 & (Ginossar, 2008 5 White,
2000) - BT EGTE B g AR BEIEREMES o
EERALRS - TSI AMPITESORER &Y - HINEAITE KIE
FERFRA S - AR E 2 GRS LIFAR T T L# =k 2 &

(Buckland, 1994) - M{EFMAEHERERSNREFENS @ HRNE
R B S DI B Rl B L - H Ry T BEAE A iR A B Y R RE DA
SRR - P &R BRI ML 2 A A 4 et S HE
BapE&afl (Zhang, 2010) -

EERN I - ABFZEAR 5 Buckland (1994) K Zhang (2010) 2 B3¢

GEER o R ISP sl s MBI AR TR R HIE—E T A 2 &

(Kuhlthau, 2004) » & AFIEIIEREE KT R or By /(B G AP
B TETERIEAETE) - A RE R =S P 2RAVE R DUERS
e R IR A O B (R BN TR SR By e R -

£ - T3RERS

AR FETRE —ROM B F 1L & M B R b 2 BN SRR R 1T
Fy > B4 Yahoo! TEERIGH + BHARORIEFEAI T 15 (& 5-JHIH T 3 400 FIRE
BN - BENEIITEET T - SRR S A — &K
AYIES) > R RTRRAET A E BI 8 E R P i R BN AR K - 25
Kuhlthau ISP BLHYRLEE - AWTFE i RIREAET T8 ~ sBRLR B B
HAYREGE > KEEASHIHEN: - ol REE R e S E Ry
Rl > DA e B o s s oK 40 ) 2 2 B i G AR SR Y B -
fEt— S MRS g anh R B A (R E R R 2 B a7 U (
1) o DIMERARITEZ HRESR -

—  EREE

Yahoo! Answers ( 5/ EI5E Ky Yahoo! &7 EERIGE +) Ky 2 EKE ANHIETE
G R B AR 4805 (Social Q&A site) » Yahoo! & EERIGH + H Al
HH 11 (EEHER] > ASERTRER T EEGRE | JEE RSP T
Brardn T REERE ) BRI o T BRCRE ) B ERE R
YR ~ SRR - oM - BEPURE - OB - BEVEN -
BRE - BEE EEEE - EaBR - S - (R - B -
HAEE 15 BRI - A —RERNEREEW R Z BRI
& BFFTERY 2011 R 12 BESERZ T e, BT SRERTS
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Buckland (1994) kK Zhang (2010) 52455 7/ [EH#E M (R &=
KPS EERI R > 5 ) (EFEER il A (1) (REEFEES ~ (2) TIREAIRFEEL

(3) HFETEIRRHEGEIERT - (4) W2EisiaB2EEms - (5) A
FEHT ~ FATATEAREERT ~ (6) [EAEREZ BIREREE > S R AR
(7) BhFlagsoaRis ~ (8) 445 - FrdkisE 2 I M T 1 5
M RS SRTHR 2 AR SRR - DABEH ~ J5 =0 15 (B A 8k
> MBS RESEAREEZ AR T UeE > SEE I
HEMNAETE > (IR REAT R 2 Bz S i e f (R P S

@ﬂﬁﬂ%ﬁ%ﬁﬁ%ﬁ&f@%ﬁﬁ@Fﬁmﬁﬁﬂ%%%%ﬁ“ﬁ%/\ﬁ iy TERAEEEE o AR
:.%%E?l:{lﬁ L RED e 2 S A A > P EPE B & 8 50 RIIf R
B I - ik AL e 400 R #HAE ﬁéﬁﬁ
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ek R 2T HEA 3BT BARR
P £ w[ T [ ]E> [ B 35 AT
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ERCY ¥
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ARHFEE BRSSP By R REAE A T8 ~ w20 R IR = {1 i [+
RO [FIR S EIAEIFSERAIRTRE N A - e HEAREN: - SRR
8- ERHE - AWFFRRTES 2 A B R AR HUS PrA M & E R
ST HARMANZ > {HA Yahoo! ZFEEAIGE + (5@ 1A A B 2 Fh & 4 i 54
ko HAKE Yahoo! 27 ER1E, + 2 [ FHFHL > & B Y Yahoo! &7 EEAIF +
Frie R~ RN A A B Yahoo! &3 BE K H 2 BRREA G b B A AL IR IR
HETTE RS - SIRIRBEZEREAS 52 (2 HE » RifFERE
T ZERT R - o HIRME S (AN A E B & E - HER
Rt s A ER IR RS o SRR A S B B FRA 2 s
RN B A se s -

— - ERREESH

J\fE PR B 4 400 HIRSTRE Tk Excel s{EF% > B e IH IR BT
JBIEEL > FEE R R TR > MRARIREER (Glaser & Strauss,
1967) WYIT AT EENE > BISe A B ERES oA A [FIPR B Y
PIRELEITE ~ BBAI R B RR A R WLARFSEEEESE (constant
comparison ) JIIAMTHYRES S - BEE H LB HEBI S AR EUE S
MERISAESF - BIAETS RS ey RS B T ey, 2R RIS
ARTRiL - TR B2 TOHEE ) AU ERYRRIE - R E i R AT
FA o EREAFERES S o Rt A et L SR E
HEREF(EREE AV S BN - SR PR B A S R KA &R B SR —
(BN - B4k T s HE s - BIanfefTEhm S - f2RE
FERRFN A IER 2 F ~ i S B sl i s % - B
Foftf iR P BRI - e a S iRia etk - DIt gAY TR
FIRETESEE ) BUSE RO ER - WRHEIUEE 2 5 - fa S E M 0
PRI S R ER A CL RIS T - R IR ER AR - B
VAL MRS AR G AT B AT R A NE R T R R RIS SR U Rt T
B~ SRR B RE IOV ARTSAEZS - I SE BT -

PR TR EREAE A SN - Soatt R RER
FETT T - BIHEME S IR M e FRE N BRI M SR I
B # 2 A RE A A R E R [ R R R AL IR R A R T
BRA KT R R ET RER (TR 2 R EATRERVE
FElHEE 2., - IWEEREREN B AN - AIEHE R RRER
IR S T U AR B LAY R E 25 - SoBMERIEIRM B M
AN T BT R FEHAE AR T IR EE TR K
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TR - RIE RN A DL 400 AN REM F8ERHE (149 {E
F) B RHlET AR - BIRETFE &N EEEE IR B RRRE - ED
RiREEIIAEZE > 2R T O G EERENMNE  ghiRik
HIRIRRAL - ES—RNE & —EREETE) - SR RIS RS AT
I EY & S RT R RO R — M g e (B — (3R (B DA
FHVEEE o I RS RH E S EE RN SRR BRI
HERRESEY (400) o ST REZEZENE LA » — 2 E—EREEE
WP EHE R 2R a4 PR ERATE) / 281 1 15 B R S8R B EE R 5 S5—FER]
EEER G EET )/ (EFE R REEIELF] - [F0F - F T HECREGRHS
GERIIHSUETE - bR T EDHEHRBEER NN ERFEN Wz
I SEREE TP Y BRI - BT w8 - NRISHTE RS
RN et )7 AT M LR RE - MR BEIRHEL 25% HYR&E » 3
100 EESTARE - Rl R4 TELE - DIER iR =8 - &
UmiEAE A — B - AU 4R B AE M wmAY 7 2R E BB Y R 45
£ IEFE IS ERESE ImSENEZE RIS (L 4m5
BERT - K2R - RN 705 R T e dRbts N S A — 20
e[ Byl R RS 7774 B S 9347 (Lombard, Snyder-Duch, & Bracken,
2002) - FR#E Holsti (1969) flEEHY ARy 2M/ (N1+N2) - Hrfs
M RFEGmE & HEH —2@V4RISTHEE - N1 & N2 77 5 UR RS B 4RiS
THEAVEE o RIE - A 4RTEE 2 M0 ERF 82% -

B~ tASERER

Fo 7 A E M S IR s A uE O E A R E T R 2 e B
B AR TS SRR EE 530 ACE 53 ~ ACE (ERIREEI T - K
J\AEI R RE PR B 2 R P I B B

— B3IV ACE (178 ~ 5840 ~ 1BR%) &1\

(=) REMEREBEZ I

FRATIE 2 SHTHEZE B R LR 073 SR &
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Consumer Health Information (CHI) seeking on the Internet is
becoming more popular, yet very complex. With the emergence of Social
Q&A services, users are increasingly dependent on online communities
for health information. Past research has confirmed that health information
retrieval through search engines often lead to difficulties in several aspects,
including locating the desired information, determining the information
quality, and minimizing the complexity of conceptualization of health
information needs. Facing these difficulties, people turn to second-hand
knowledge, and an online version of second-hand knowledge repository
referred to as Social Q&A services. Unlike clinical visits in which anxiety
plays a critical role, Social Q&A services allow people to ask questions in
their own language and receive answers from others. In such environments,
CHI seekers proactively ask instead of searching for answers. This study,
therefore, believes that analyzing the questions posted on Social Q&A sites
may allow us to better understand the nature and characteristics of health
information needs and health information seeking behavior in an online
asynchronous environment.

Kuhlthau’s Information Search Process (ISP) model reveals a
constructivist and holistic view of information seeking from a users’
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perspective across six stages: (1) Initiation; (2) Selection; (3) Exploration; (4)
Formulation; (5) Collection; and (6) Presentation. The model incorporates
three realms of experience: affective, cognitive, and physical dimensions.
This study then adopts and adapts the affective, cognitive, and physical
dimensions into Action, Cognition, and Emotion (ACE). In order to
construct a complete view of consumer health information needs, this
study not only explores action taken by consumers, but also explores their
cognitive activities and emotional experiences. With the ISP model as the
theoretical lens that suggests information seeking processes are dynamic and
proactive, this study analyzed the content of 400 health-related questions
collected from Yahoo! Answers, Taiwan. Questions were pre-identified into
eight progressive stages of CHI-seeking inspired by Buckland (1994) and
Zhang (2010): from when healthy; when the asker thinks he/she might be
ill; right before getting a medical test or checkup; when diagnosed or self-
diagnosed as ill; before a treatment, surgery, or taking certain medications;
when receiving or taking treatments, medications or exercise routines;
after surgery or after treatment; and, to living with illness. The instrument
further analyzes questions’ clarity, urgency and length, in order to advance
our understanding about the way health information seekers express their
information needs and explores the differences of health information needs
in different stages.

After 400 health-related questions were theoretically-sampled into the
dataset, each question was numbered, classified, reasoned as to information
needs, and analyzed with the procedures of Grounded Theory, including
open coding, axial coding, and selective coding. In this study, ISP was
utilized to identify the characteristics of the questions across action,
cognition, and emotion dimensions. The second part of the analysis aimed
to identify the questions for characteristics of clarity, urgency, and length.
Clarity was defined as the extent to which specialty/ambiguity askers
demonstrate through articulating their information needs. Urgency was
defined as if askers used words to express urgency in their questions, such as
“Hurry!”, “ASAP”, or “please respond by x O’clock.” In addition, question
length was also taken into consideration to analyze if questions of certain
health status would be in longer length. In some instances, frequency of each
dimension’s description was counted for additional times when a question
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addressed more than one need.

Through constant comparison method, a typology of health-related
information needs description was established based on the results of
Grounded Theory analysis, and it was then used as the coding framework
for quantitative content analysis. On Action dimension, categories included
describing symptoms; asking questions directly; describing problem
situations; expressing emotion; and providing incentives to encourage
immediate response. On Cognition dimension, questions were categorized
into seeking explanations; seeking treatment information; asking for a
referral of clinic, doctor, or venue; seeking cause of illness; seeking nutrition
and dietary information; asking for experience sharing; inquiring into
the safety and efficacy of treatment; inquiring information about medical
regulations; seeking information on surgery and treatment effects; and
seeking information on medical laws. On Emotion dimension, the questions
were categorized into confusion/puzzlement; helplessness; frustration/fear;
appreciation and gratitude; clarity; anger; self-blame.

When looking at the Action characteristics across 8 distinct health
stages, askers in Stage 2 tend to describe symptoms more frequently than
askers in other stages. In such a situation, they think they might be ill, so
in order to get others’ attention and ensure the usefulness of information
provided, they need to describe symptoms in detail. Regarding the Cognition
dimension, the results show that in all stages but Stage 5 and Stage 8, askers
seek treatment information rather than seeking explanation. When people are
chronically ill or becoming so, their priority is to seek treatment information
to overcome illness, instead of explanation about their condition. Askers
in Stage 5 have more information needs for a referral of clinic or doctor
(77%), safety and efficacy of treatment (78%) and experience sharing (75%).
Before a treatment, surgery, or taking certain medications, it is typical
that patients need enough information to be confident in diagnosis and
treatment. They also expect sharing of experience for others, in addition to
authoritative information from healthcare providers. On Emotion dimension,
the results show that no anger was found in Stage 3, 4, 5 and 8, but more
anger statements were found in Stage 1 (36%), followed by Stage 6 (27%)
and Stage 7 (27%). For askers in Stage 1, they expressed dissatisfaction
about their current condition. For questions in Stage 6, anger was shown

165



Journal of Libray and Information Science Research 7:1 (December 2012)

with unsuccessful treatment or diagnostic results. Confusion/puzzlement
was the most common emotional factor at all stages except Stage 8. Askers
at Stage 8 feel more helpless (38%) than askers of other stages. When living
with illness, the emotion becomes helpless instead of confused.

Statistically, action-taking is the most commonly expressed
characteristic for health-related questions in Yahoo! Answers, Taiwan,
followed by emotional expression. This finding indicates the proactive
nature of health information seeking. We also find that only 6% of CHI
questions in Yahoo! Answers show urgency in the statement, and these
questions demonstrate better clarity, and in longer length. When taking the
information seeking process in the timeline, this study found that over half
of the question statements can be identified as “before diagnosed as ill.”
This pattern shows that health information seekers are not necessarily people
who are ill; healthy or health-aware people are more responsible in seeking
to cultivate their health knowledge. In addition, the question analysis also
reveals the multi-faceted nature of health information needs and health
information seeking behavior. When addressing a health information need,
information seekers not only ask questions, but at the same time also
describe symptoms or demonstrate anger and dissatisfaction. However, the
existing search engine design doesn’t satisfy the multi-purpose nature of
health information needs and articulation.

In conclusion, this study elucidates some implications for designing
an interactive consumer health information system. Social tagging may be
one aspect that allows users to identify their motivation and define their
questions, considering the fact that users don’t necessarily come to Social
Q&A services for information needs. Further, providing a drop-down menu
of question type and asking users to choose one from the menu may improve
the clarity of questions and increase answering rates. Two areas of future
research are suggested based on the results of this study. The current study
utilized an unobtrusive content analysis as the primary data collection and
analysis method. However, surveying and interviewing may also provide
further insights into the relationship between types of information needs
and the demographics of health information seekers. The motivation behind
health information seeking and how motivation affects information seekers’
ACE activities is another area that is worthy of further investigation.
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