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ABSTRACT

This study explores discovering latent library service demands through unstructured data analysis.
We analyzed 8,186 civil complaints and 1,993 YouTube comments from 2024 using sentence-BERT embedding
and clustering techniques. Five clusters from complaints and four from comments were integrated into
five user segments: emotional empathy, information seeking, information needs and communication,
institutional utilization, and civic participation types. These segments revealed complex motivations
including identity formation, sense of belonging, and civic engagement beyond simple information needs.
This exploratory study demonstrates the potential for identifying latent public library demand through
online data analysis, suggesting information needs-based segmentation can enable targeted service
strategies beyond traditional demographic approaches.
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Bruce, 2010).
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N5l 9ZFshA whg-atal M) vt
3= 598 7123} Outside-in PFAIE o]
7AZE T QK Mu et al., 2018: Musarra &
Morgan, 2020: Rust, 2020). Outside-in =}
B2 249 Aol iellA Sl Zlo

opugl o A QoA FdskE Aol

& Morgan, 2020). &1 A3 v A4 2
2 Ager| fsixe AeA A AIA ¥
oju} HldlolE|, 233 7H1s} Al (adaptive
personalization), 22w tjo] wlol & &85
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A AR 407 A AN, @) vjE
SO QA A LAYl 7EX], LA AP
S A7NA 1 FAAERS] Hho] H st
(Rust, 2020). €% A& wAY G A1
A (Market Sensing), 27203 (Customer
Engaging), WFEY A4 (Partner Linking) ]
A7 a8 aE FAETHMu et al, 2018).
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A AAFeTE 7] 98] A8S theck(Kotler & Armstrong,
o] AHA TAHA sk AR o 2020). " & o]& Al o] fls)
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o} AP e I A&FH 07 AT Bruce, 2010). 2270] 222 <Ix|&ly AT
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71%9] AYstd AEZAhg IAXLTF o) st oA Y 875 A8 (Latent
o] IABET FHA HIHE EEste] A Needs) 2+1. 3K Das, 2012: Bruce, 2010). %
228 QIAEHA] Kok A% 875 w4 A& a0 AE gt g B
g Qojof st} e A TAF oF 2 HEto2x 24 A4 A& 7S olFY]
23] FHEE Tl HeE A A4he A d oty A8 TE 2] ke ML
slal Egate AR E FEShe SOtk o] N2 5 vletd, Az Q=L
F FEUV ] AAE Hd AZE AH|A A2 whA 9] A o|th(Das, 2012). <19 1)
olo|tjol & AN, 9N AUe &8sl B < H|ZYZA gHoA| o] EX HAE A
YrlF ol IS MU AE L = Ql g Al Yehs 9449 875 YERd Ao
< ZolthMu et al, 2018). 2, ZA e tigk 179 Qe A8

olggh A Al =AAS o3t ) AT

O}, wEEalA] Kgh o] g4k B Ul xF ] 54 &2 tigh o4F g+
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<&l 1) Framework for different type of consumer needs(Das, 2012)

272 S5 B 142 mARS 3 I8 HEEE 1Y F U Aol DI
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Detailed Cluster Distribution
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