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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).
H]ZU 2 g Hollxd= 3 ?ﬂl
A 872 Fetstr] S8l S P
gl FAR EﬂolEie Nf\l o= g -
sto] whA Y 3t ATHAZ =,
23} 2017: Eugemo Martin & Cazorla-Artiles,
2020). SNS} 72+ 24 dolHE ¢ B
AHEASERE e HolEE AR 5
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v Eske tlolBEA F23HE Hlo]H oA
TR G AR &9t 7o E 22
F ATkl Aw], 2013; HAY, T5H, 2024).
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2.1 95X/ gt 0FAE (Outside-in Marketing)
9| LM

T v 2AY 2 Y= UlF 2840
2K 419 Inside-out A3 @2 9] os

Bo G LT BE gAF A7 205

HAAE] 25 N7FstA whg-stal M) vt
Fhs 58S 7xsk= Outside-in WA E o]
74Z25 3 JeHMu et al., 2018: Musarra &
Morgan, 2020: Rust, 2020). Outside-in 7}
g2 249 Aol WielA sk 740]
0}‘43} O I QoA EFHhehs

% Y fFEsithe dFelth ol @
Els "V‘X]‘* &5 Heol ohel, A T2
o} &5o 3 55l g olthMusarra
& Morgan, 2020). &1 A3 v A4 2
= Agfslr] fslixe A5A A ZAPIA H
ofu} Bleole, A58 7HR1s}t Al2Hl(adaptive
personalization), AVAwW|t]o] wloldS E-8-3h
AN 34 BUHY, BT Az A
A IAFA FACE 2F A, @7 wiE
22 9] A FAA TANN 7], TARY
S A7 I FAARR] Hgo] a6}
(Rust, 2020). 1% A3 wAIE A2 A1
72 (Market Sensing), 227) 2] (Customer
Engaging), StEY A4 (Partner Linking) £
A7 a8 aE FAETHMu et al, 2018).
olg|gh o] A A wAEL Bk o] I
A HH HolHE A5t A4e] HelE 3t
ofgljof a1, o] gk HAl9 A4 FEIL E
FHoltt, Aggt A4 JUOlEH HHE
7457 Sab a3 wiAY AbdA o] of Y
| witol] 3232 ARASES Halskete] viA|
3 &52 AYsloF ghrh(Varadarajan, 2020:
Styf, 2020).
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HAe 249 A3 4L 9 14s) 8 2.2 ZH=TE HE
TE Fetety SFA1717] Y8 dgFes & o A& wA" S ] QFE FAF Ul
o= As grlsta, oldd A= 7siet o] ke A otk vHAlE o EFo] gddt
o =H FFo] A&EAQ AAY-NE dEE AL 1749 87 (Needs) & Wi$-2L o]l 5}
A AAFeTE 7] 98] A8S theck(Kotler & Armstrong,
o] AHA TAHA sk AR o 2020). " & o]& Al o] fls)
g2 R o] Hele} N2 VI E oS Mo L] Qo jIZdslof skl o]E9] &
Sl B8 THOE RSl 2 24 TE Fete & e ohekstal gk el
Wi 935S QulolE shedl dgolth A dlolElE FAsloF st} 1AL HloJH &
71E] tFE A F, o] &A F o]99] thekst ZA 9] A AakoltiRosério & Dias, 2023).
Q)5 dloJElE 83l 7] Mu| oA T Jeiv a9 84+ IR WA &
2] Xgk A2 AMEE 713]E 23T 9 k4] 78 w7} B Goffin & Lemke, 2004:
o} AP e I A&FH 07 AT Bruce, 2010). 2270] 222 <Ix|&ly AT
gt WAE FEShe THoE a4 I T A= 877 HAIA (explicit) 87214, 317
AR 275 sk o T3 932 sith Zat gesiA 18 EstAY 2dEkA] X
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+
EA TS o] &3HA e o8k el agl, E UL, yE2 8l 87 S50 W
o]&o] FTHE o]gxte] o] g P F wro mefol] edE 17 viEe] Y s
2 ZAHA] LPAT TA 3 AAE A ERdith AQHS dA) ofH TAEE o] 8
SFE UET F e 712Gtk & 5 7] Wi 14 =AM TS
AeletA] =tk AT ulge] o] o]
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a1
&l
i
al [} D
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h DM = SAIEMHOF BT EEE DAY P
(Consumer Needs to be Ignored) (Fulfilled Consumer Needs)
B DRME dEe ZR X

<&l 1) Framework for different type of consumer needs(Das, 2012)

272 S5 B 142 mARS 3 I8 HEEE 1Y F U Aol DI
g Zlojtt. o] g2 LA S vehlH, v Me 5 272 Foled 1A e s AA
Aol 14 HHAE F e 78 TFA g ol Aotk

A A7 AAE S A 5 Aok BEY 2 AFE ol o2 YUY AE v
< F5HA g 149 272 FA =M o2 A9 AT e S 9o
g oldaL ok 77 FFHHA Fof EAE 9] T 2Rt olEE 283
M 71E MRS HYSkETE A2 A AL NS Ajkslal g

= S

A 975N WA wARd 2ud pae 20 SNeT B2 d

Ao gx HAE Asletd 1AE2 e} AAE HAALAE Fetsle vl 7P ofH e A2
g5dof & FYoltt. CHYS FAEE He AR =A< gl e AFREEY 9H
SFEAN QA FL8HA FA mYelx TR 8 oA EAHS] F8AJE olFol Y W
7 e A0 R o Al e vl A WS 2= Aotk Goffind} Lemke(2004) 2
A SHA 2 olHE AFEA e 71Ee] At AL 5 QB 52 1L
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B 9l H(probe and learn) o]} 1Y 2]
E 22 =75 T A 25 EEdh U
A, MZE 7S AAB AR A dA)<]
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7142 8F(technology-oriented ) <o)tk
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A 8K Problem-oriented) F<+e]th. ol= HNA o] A E 7o} 8FE Telsl=t] -85kt
oA Eshs B 3 g 5o W (A8, 178) 2017). Rosério2} Dias(2023) =
= g3tk =4, 249 ANAA A3t 719 Z1He} T 71YPolyt 22 tlolH
732 olallEl] A% 8TE Tetele 7HA| 71t AR S Ball a9 sl s 4, A9l
A8 Values-oriented) F2olth. o= #314] IS, AgE TR TN SA4H 2AE
welg slelap) slol AFSH TARE AZS 2R oL Ao ARl WA 4
(Laddering) UEIR7F AMSE o Utk AA), A(2013) & Hdloly 4 71&S &85t 7]
IS AA FHol A= FAAT = FAX| g Eof FetE]A] 3k A 8 7S s
(E 1) ZMeTE Uasis YWY
AR A k3
A ED] AA FAY A gl 7 7HeR 73 AEs Sl 249 914 -
(Repertory Grid Analysis) Hjelx 2 o gAY
o178 AZ 7Y L8 LAl Y= 2R 87 W)k
Goffin & | 3% tiA2l(Empathic Design) %1;:-};_? ;_ﬂ] H B8 AR T B2 A e
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(2004) | @ek8 HeH(Contextual Interviews) Ezj gelde) pst 12 2 A8 EA 7
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= E4 AR 270 e FE A 89k /R4 ofelt]olE
ANe AHA 15 (Lead User Groups) =3 QJ_ZLP AR A
91228} Ethnography) A 27 Do BEE B3 AR A T3 71 et
. . AF &9 F8A it 4% 2AE-E B3l AnAR] 74
(Bzgi%e) Abcke] ¥ (Laddering Interview) 7}; o flj_ o ga o% Hvs wo ° o
I 23] (Customer Involvement) I A&A AsALor Q3 Y w2
vy ZAE 8 2~E(Mini Concept Test) | MZ& AE 7% AWML 2Ad0A AA& 2F A=
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3.1 Hlofe] 8 & HAE|

£ AT oSt 289 HolH FeAM e
TAA A HAE Sske W19 wlelE(¢]
A, 71719, 2014) 9 FRN= 7]nke] 2pRA
RSl HRE dEs ek o)yl )
olE] S AEg olf= Al UelA
A 7|72 A ~HEHS ¥3 5= gl
T4 879 A S FAlOl BetE & 9l
7] wizolth W doles et A o
o} A Ad 7FsAE HaL Qo] FAIA A
H) 2 WEES A AlSH (0] 2L, 71719, 2014),
FRE Qe 7E Ao R X A5}
oj#] 2 Fo2H 3} 1A whe-S Wt
I A AAHA EellE AEA 19 o
o[ EA] ofu|7} Aokal dearl7] witelth
(OFA9- 2025: A=A, 27, 2025; HAS
9], 2024).

19 volHe =R 54 BARS K& o]
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o] s A
w@she Al A4 HolE F% EHEY Al
hubdlA AlFete "FF 919 AE LLM A}
A8 2 Instruction Tuning HoJE'E &8
stk 20240l 58 % 10,18270¢] 9
teoly & S48 7133 A7 ae s

58 ud 81867d—°— nd o] AHE3HA

4

gols A% A2 FAAY AL 27
Afgro] Wl AT 5o Ak wel
HolEt BHE 2227 ¥ 4 I 4
o) MEHY WAL TR Slal, 27
ol9rst A Hlo] Qi A AT FA)

B g
AN o

[
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Detailed Cluster Distribution
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