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Service Philosophy Statements

Documents that speak directly to the user about how services 

and resources will be delivered during everyday interactions 

with library staff.

● Mission, Vision, Values: general language to describe why library service is 

important (aspirational)

● Service Philosophy Statements: specific language to describe how service 

will be delivered (practical)



Example

UNC Greensboro:

https://library.uncg.edu/info/mission_statement.aspx



Qualitative Content Analysis

“the subjective interpretation of the content of text data through the systematic 

classification process of coding and identifying themes or patterns”

(Hsieh & Shannon, 2005, p. 1277)



Our Framework

The model: An eight-step process outlined by Margrit Schreier:

1. Determine the research question

2. Select material for inclusion

3. Build a coding frame

4. Segment the material

5. Test the coding frame

6. Evaluate and modify the coding frame

7. Analyze the data

8. Communicate findings

(Schreier, 2012, 2014)



Selecting Material

Does the document: 

● Deliver a promise or pledge to library users? 

● Speak directly to users? 

● Address used needs? 

● Focus on how service is delivered? 

● Appear written by staff delivering the service?



Sample Population

https://www.cumuonline.org/cumu-members/current-members/



The Coding Frame

A hierarchical arrangement of main categories and subcategories

Form Content

Person Courtesy Focus / Priority

Commissive Modality Efficiency Environment

Presentation Effectiveness Accommodation

Intended Audience Continuous Improvement Confidentiality

Author Safety / Security Access

Dignity / Respect Attentive / Listening

Main Categories

Subcategories



Segmenting & Coding

Segmentation: “dividing the material into units in such a way that each unit fits 

into exactly one (sub)category of the coding frame” (Schreier, 2014, p. 178)

Library users have a right to expect courteous, efficient, and effective service in all circumstances and at all times.

Library users have a right to expect courteous, efficient, and effective service in all circumstances and at all times.

Library users have a right to expect courteous, efficient, and effective service in all circumstances and at all times.

Coding: a word or phrase describing the text assigned to concepts and ideas 

found in the text

Library users have a right to expect courteous, efficient, and effective COURTESY

service in all circumstances and at all times.

Segment Code



Testing & Revising

Pilot coding to test the coding frame and identify issues using 2 of the 8 

statements  

Concept-Driven Subcategories

Courtesy

Efficiency

Effectiveness

Continuous Improvement

Safety/Security

Dignity/Respect



Testing & Revising

Pilot coding to test the coding frame and identify issues using 2 of the 8 

statements  

Concept-Driven Subcategories Data-Driven Subcategories

Courtesy Focus/Priority

Efficiency Environment

Effectiveness Accomodation

Continuous Improvement Confidentiality

Safety/Security Access

Dignity/Respect Attentive/Listening



Analysis

Three techniques provided different arrangements for viewing the data:

● Spreadsheet

● Cards

● Alternative grouping



Communicating Findings

Poster: Quantitative representation

Article: Narrative of qualitative findings



Challenges

● No prior experience with segmentation, coding, qualitative content analysis

● No prior study or analysis of service philosophy statements

● Numerous variables within the structure and content of the documents
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