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Analysis of volunteer motivation in multilingual QA service
Tomohiko Murakami
Abstract

In recent years, foreign workers have been increasing in Shiga prefecture
nationwide. Along with that, various living problems have arisen due to
differences in culture and language. Although there are organizations that serve
as the contact point for problem solving for foreigners who have such problems,
it is difficult to secure staff who can handle multiple languages, and it is hard to
say that they can handle all consultations. In order to solve such problems, a
multilingual QA service that allows anyone to answer foreign questions in their
own native language would be useful. The multilingual QA service is a user-
participation type Web service in which a foreigner who has a problem asks a
question in their native language, and volunteers who are familiar with the
problem also answer in their native language to solve the problem. In order for
such a multilingual QA service to function effectively, the existence of volunteer
workers who answer questions is extremely important, and motivation for
answering volunteer workers is necessary. In particular, economic motivation
such as money is not appropriate for volunteers, and moral motivation is
needed.

Previous studies have confirmed that words of appreciation from service
beneficiaries are effective in motivating both offline and online. However, it is
not clear what thank-you message is more motivating. Also, if the message
evokes emotions such as sympathy and mercy, the service beneficiary may be
regarded as a vulnerable group and may lead to discrimination later. Motivation
is needed without causing such emotions.

In this study, we show through experiments how much motivation is given to
volunteer workers for the next response according to the type of appreciation
message from service beneficiaries online. Specifically, the appreciation
messages from the service beneficiaries are classified into two parameters,
length and content, a different appreciation message is given for each question

and answer on the multilingual QA service, and the effect is measured by a



questionnaire. In this study, we verify the following two hypotheses through
this experiment.

Effect of message length

The longer the thank-you message from the service beneficiary, the more
thank-you words will be given, and this will motivate volunteer workers for the
next answer.

Effect of message content

The more the message of appreciation from the service beneficiary includes
the need for help and the effect of the help, the more motivating the volunteer
worker will be to the next answer. On the other hand, those who include the
content that calls for the need for help induce the feelings of sympathy and
mercy by volunteer workers.

In this study, we developed LangridQA, a multilingual QA service, and
conducted a subject experiment to test these hypotheses. In the experiment, a
question asking for help is posted, imitating a foreign service beneficiary. Then,
when the subject answers, selecting from the prepared 50-character, 100-
character, and 200-character thank-you messages depending on the type of
experiment and sends it to the subject. Regarding the 100- and 200-character
messages, Create a thank-you message that complains about the need for
assistance, including those who were having trouble or had a hard time getting
the help of the answer, and a thank-you message that complained about the aid
effect, including the effect obtained by the help of the answer, Create a thank-
you message. Finally, we conducted a questionnaire survey on the subjects'
willingness to respond next time and their impressions of foreign service
beneficiaries, and evaluated the effect of the two parameters, the length and
content of the thanks message, using a statistical test method.

Effect of message length

Although the average value of willingness to respond next time tended to be
higher (significance level 10%) when the length of the thank-you message was
100 characters than 50 words, the significant difference was not significant at
the 5% significance level. There was no significant difference between 100 and

200 characters and between 50 and 200 characters, and it was confirmed that



Vi

the length did not affect the motivation. However, there was a significant
tendency for 100 characters rather than 50 characters, and there was no
significant difference between 50 characters and 200 characters.

Effect of message content

A thankful message that includes the need for help at the 5% significance level
in the mean value of willingness to the next response and the feelings of
sympathy and compassion for the service beneficiary is better than a message
that includes the effect of help. It was confirmed that it was significantly higher.
This suggests that although a thankful message containing the need for
assistance is effective in terms of moral motivation, emphasizing that would
increase the likelihood that a service beneficiary would be considered a

vulnerable group.
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