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Abstract

The popularity of social media has changed how people communicate with each
other and know about the world. Some social media provide the anonymous
feature to increase the willingness of users to express their opinions, and
confessions pages on Facebook are one kind of them. Confessions pages on
Facebook are both popular and controversial. This study analyzes 1,080 posts
on the Facebook confessions page “Kao-Bei Library” to explore user activities
and post features. This study developed a coding scheme which includes
the identities of posters, the purposes of posts, objects of complaints, and the
identifies of librarians who were complained by other librarians. The result
indicates that the frequency of posts has no differences between week days.
The timing of posts bears a resemblance to people’s daily routine. Most posters
do not reveal their identities, while the most identified are librarians. Posts on
the page are mainly complaints, followed by posts responding to previous posts.
Each poster from different backgrounds has a unique trait in their words. The
result can apply to organizational management, expecting anonymous social
media to be considered as a tool to understand the relationships within an
organization, thus pay more attention to the potential crisis. Also, this study
provides suggestions for anonymous social media studies and librarian’s
human resource studies.
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SUMMARY

Introduction
Social media has been commonly used in today’s society, and 89 % of
population in Taiwan has engaged in activities of social networks. Among
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which, 89% of people have ever participated in Facebook activities (Hootsuite,
2019). Anonymous social media allows users who have concerns for the same
issue to have a virtual space to communicate with each other in an anonymous
manner and alleviate the pressure of users to post messages on controversial
issues. The anonymous Confession Pages launched by Facebook are one kind of
such anonymous social media. The issues discussed in the Confession Pages and
the potential crisis lurking in the issues have drawn attention of researchers and
organization managers (Barari, 2016; Krishna & Kim, 2015; Wabgchuk, 2018).
In addition, people external to the organization involved in a Confession Page can
understand the organization through the Confession Page, which make Confession
Pages as one channel that influences the public relation of an organization. “Kao-
Bei Library”, which means “Complaining About Library”, was one anonymous
Facebook Confession Page created in Taiwan. It was established in June 12 of
2015, and as of November 9 of 2019, it had accumulated 2,380 likers and 2,451
followers. In this study, Complaining About Library page was studied and
analyzed for its content and phenomenon of posts, in order to understand the
features of posts and users’ activities on this anonymous page.

Research Method

In this study, the content of 1,080 posts appeared on Complaining About
Library page from July 18 of 2016 to November 9 of 2019 was manually
collected. For each post, its post ID, post message, submission date, engagement
(share and comment), and Facebook emoticons (like, love, haha, wow, sad,
angry) were collected. The content analysis approach was adopted as the major
research method, and the grounded theory approach was used for developing
data categories and coding. The research framework was consisted of four
observed items, including disclosure of posters’ identity (librarians, library users,
others, unclear), goals of postings (complaints, responses, doubts and questions,
information sharing, issue discussions, investigation/survey, suggestions, others,
unclear) , disclosure of complained subjects’ identity (librarians, library users,
work content, management policies, others, unclear), and identity disclosure in
cases of librarians complaining about librarians (superiors, colleagues, part-time
workers/subordinates, unclear). When coding the data regarding “disclosure of
posters’ identity”, the poster’s identity was judged from poster’s direct identity
disclosure or self-describing behaviors in posts. Direct identity disclosure refers
to the poster announcing one’s identity with clear words in postings. Self-
describing behaviors in posts refers to the poster describing one’s behaviors for
revealing the true identity. When coding the categories of “goals of postings”,
“disclosure of complained subjects’ identity”, and “identity disclosure in cases of
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librarians complaining librarians”, the posts were judged only from their literal
meanings, for avoiding inaccurate interpretations. 110 posts were randomly
picked from the 1,080 posts and coded by two independent coders, and the
resultant Cohen’s Kappa Coefficient for measuring inter-rater reliability was 0.857,
which means the strength of agreement fell within the range of “Almost Perfect”.
After the inter-rater reliability had been confirmed, all other posts were coded by
the first author of this paper.

Research Results

The results of analysis revealed that the calendar day on which posters posted
the most frequently was Monday (166 posts, 15.54%), followed by Wednesday
(160 posts, 14.98%), Saturday (157 posts, 14.70%), and Thursday with the least
posts (140 posts, 13.11%). The observed differences were insignificant. A further
analysis with Test of Goodness-of-Fit was adopted to see if there were significant
differences among the numbers of posts. The null hypothesis (HO) was defined as
“the average number of posts on each calendar day is the mean”, with the result
x%(6) = 3.64 < 12.59, failing to reject the null hypothesis at the 0.05 significance
level. In other words, there were no significant differences among numbers of
posts on different calendar days. The results of this study were different from another
study of posts of different types on Twitter by Wang et al. (2016), which claimed that
posts were with periodical changes. The difference might be resulted from different
features and characteristics of user groups on different social media platforms.

As to the time period during which users posted the most frequent, it was
the 22:00-22:59 period, with 81 posts (7.5%). And the 4:00-5:59 period was
with the least posts. The Test of Goodness-of-Fit was conducted to see if there
were differences among numbers of posts during each time period, with the null
hypothesis defined as “the average number of posts during each time period is the
mean”. The result x*(23) = 306.25 > 35.17 rejected the null hypothesis at the 0.05
significance level, revealing there were significant differences among numbers of
posts during each time period. The curves revealed in the result were relatively
more matching to the daily routines of the public. It was worth noting that
numbers of posts during the 9:00-0:59 time periods were higher than the mean,
and only the 13:00-13:59 period was with a lower number (34 posts, 3.1%) than
the mean. It was inferred in this study that this was related to the daily routines
and work habits of posters on the Complaining About Libraries page.

59.35% of the users did not provide or hardly provided information regarding
individual identification and behaviors, causing difficulties of person-identity
recognition. Different goals of postings had influenced the degrees of posters’
disclosure of self-identity. In posts aiming at affectionate communications,
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posters would have a more comprehensive description of the whole events, and
further disclosed one’s identity. In posts focusing on information communication,
posters would disclose one’s identity less.

The largest group of posters who self-disclosed identity was librarians,
followed by library users, and other identities, including examinees of Civil
Service Examinations, applicants of library jobs, library volunteers, former
librarians, librarians to take office, staff members of relevant organizations, and
managers of the Complaining About Library page. It revealed that Complaining
About Library page reached a variety of audience and had a certain degree of
influential power, not limited to the audience of librarians and library users.

As to the goals of postings, the largest category was “complaints”
(46.67%), followed by “responses” (28.43%), “doubts and questions” (7.59%),
“unclear” (6.94%), “information sharing” (4.54%), “issue discussions” (1.48%),
“investigation/survey” (1.3%), “suggestions” (0.93%), and “others” (2.69%). The
“others” category included goals such as nostalgia, confession, gratitude, and
apology. In the Complaining About Library page, posters of different degrees
of self-identity disclosure also had different features of post contents. For those
posts without clear disclosure of self-identity, the categories of goals of postings
included responses (42.59%), complaints (23.56%), unclear (11.54%), doubts and
questions (9.05%), information sharing (7.02%), investigation/survey (1.56%),
and others (4.68%). Posts of posters who self-disclosed as librarians were with
goals including complaints (82.8%), responses (8.2%), and doubts and questions
(5.03%), among others. Among the category of complaints, the types whom
librarians complained about included library users (40.58%), librarians (38.66%),
work content (8.63%), and management policies (7.67%). Those librarians
complained by self-disclosed librarians were superiors (62.1%), colleagues
(27.42%), unclear (9.68%), and part-time workers/subordinates (0.81%). Self-
disclosed library users posted with goals of complaints (78.26%) and responses
(6.52%), among others. The subjects most frequently complained by self-
disclosed library users included librarians (47.22%), other library users (44.44%),
and management policies (2.78%).

Conclusions

For improving library services, it is suggested that libraries should view
anonymous social medial groups as a channel for understanding relevant
personnel. From the fact that almost half of posts on Complaining About Library
page were “complaints”, we can see that users tended to express their emotions
through anonymous social media channels, instead of directly complaining to
libraries. The opinions expressed through anonymous social media channels
should be treated with discretion.
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In this study, with the grounded theory approach, the researcher developed
a research framework with four observed items, disclosure of posters’ identity,
goals of postings, disclosure of complained subjects’ identity, and identity
disclosure in cases of librarians complaining about librarians. It is suggested that
researchers of future studies could use this study as a foundation to develop a
theoretical framework for investigating posts in anonymous social media groups
regarding libraries, such as analyzing and categorizing relevant library policies,
responsibilities and services referred and implied in posts.
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