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ABSTRACT

Using user satisfaction surveys and LibQUAL+ instruments, libraries are increasingly gathering
qualitative data such as verbatim user comments as well as quantitative data. Such qualitative
data can be utilized as clues in establishing library service strategies: to better understand
user issues, to identify areas for service improvement, and to prioritize user needs. For this,
it is necessary to analyze user comments data and to apply results to the delivery of service
and the library policies. This study is an attempt to investigate ways in which user comments
data can be made useful in libraries. It identifies different methods of analyzing user comments
data from LibQUAL+ surveys and compares qualitative data analysis software programs and
taxonomies. It also presents the results of applying these tools to a subset of actual user comments
data gathered from a recent LibQUAL+ survey at a major university library in Korea.
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