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Abstract

Library evaluation is to evaluate the Service Quality to see if the service of the library
meets the expectation of its readers’ satisfaction. The assessment of the Service Quality
is mainly based on Service Satisfaction Questionnaire Survey as the criteria of the
evaluation result. Users can express their opinions through different pathways offered by
libraries, and practically libraries respond to individual expressions to deal with the cases
immediately. However, Service Satisfaction Questionnaire Survey only covers
expressions from a certain period of time and limit of samples, so the survey has the
weaknesses of time lags and sample limit. But in order to improve the shortages quickly,
satisfy readers, collect real-time information, analyze public opinion, even to visualize
data, the method can help to focus on the core of the problems. It clarifies the importance
of opinion collection and processing gathered from user opinions. Yet, user opinions

contains opinion repeats and irrelevance, and how to eliminate both is essential to do.

The main purpose of the study is to use and collect data from NCHU Library Reader
Opinion. First of all, the opinions will be marked manually to decide the Concerns, and
select the positive and negative reader opinions with SnowNLP auto sentiment analysis
to generate filter points. Second, using the five word-judgement rules (inquiry words,
transition words, negative words, intention words, subject classification relevance words)
to automatize summaries which are usable sentences and using Python related packages
generate word cloud and statistical graph. Last, compare the study method with the
algorithm of TextRank and MMR with the peer blind-test score.

The study shows that Automatic Text Summarization does the best in the study and
word cloud can testify the method of the study to eliminate useless sentences, even to
greater extent reduce useless word frequency. Statistical graphs will quantize Subject
Classification and TOP word frequency analysis. The process results will go back to Excel
to make it accessible for users to filter by timeline and it will effectively show Trend

analysis on reader service satisfaction and remark the potential problems.
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