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ABSTRACT The application of the monitoring procedure is an integral part of the quality management system of archival and
library institutions. The purpose of the article is to study the process of quality monitoring of the overall quality management system
through the prism of information technologies. A monitoring system of high-quality information support for research in library and
archival institutions has been developed, which ensures compliance with the requirements of quality management systems in
accordance with 1SO 9000 international standards. The degree of stakeholder satisfaction is determined through electronic surveys.
An analysis of the factors affecting the quality of activities of library and archival institutions was carried out using the Ishikawa
diagram. According to the Ishikawa diagram, it is proposed to distinguish the following components of quality: the process of high-
quality information support, the process of reengineering and maximum automation, and the process of direct provision of library
and archival services. The most common nonconformities regarding the quality of libraries’ and archives’ activities have been
identified, and a Pareto diagram was constructed, which demonstrates that the greatest contribution to the overall nonconformity is
made by the indicator of understanding customer requests. As a result, the advantages and disadvantages of monitoring the quality
management system of a library or archival institution were revealed. The data obtained in the monitoring process serve as sources
of information for corrective actions and risk analysis, which in turn contributes to the continuous improvement of library and
archival institutions.
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AHOTAILIA 3acmocysanusi npoyedypu MOHIMOPUHZY € He8l0 €MHOK YACMUHOK CUCMEMU YNPAGIIHHA SKICMIO apXiGHUX I
bibniomeunux ycmanos. Memor cmammi € 00CONCEHHs RPOYeCy MOHIMOPUH2Y SIKOCMI 3a2aNIbHOI CUCIEMU MEHEOICMEHMY IKOCMI
uepes npusmy ingopmayitinux mexnonoeiil. Pospobreno cucmemy monimopunzy sikicnoi ingpopmayitinoi niompumxu 0ocuiodicens y
bibniomeunux ma apxigHux YCmMaHo8ax, sKa 3a6e3neuye OOMpUMaHHs GUMOZ 00 CUCMEM MEHEeOICMEHNy SIKOCMI 8I0N08iOHO 00
MidcHapoouux cmanoapmie ISO cepii 9000. Busnauenna cmynens 3a00807eHHA 3aYiKAGIEHUX CMOPIH 30IUCHIOEMbCA yepes
enexkmpoHnne ankemysanus. Ilposedeno amanis paxmopis, AKi enaueaiomv Ha AKicmMb OifnbHOCMI OIOIIOMEYHUX MA APXIGHUX
YCMano8 3 euxkopucmanuam diazpamu Icixasu. Bionosiono oo Oiacpamu Icikagu 3anponoHo8ano eudiiamu maxi cKiadosi AKOCmi:
npoyec aKicHOi iHhopmMayitinoi niOMpUMKY, NPOYeC PEIHNICUHIPUHZY MA MAKCUMATbHOI asmomamuzayii ma npoyec 6e3nocepeoHbo2o
HaoaHHs OibriomeuHux ma apxienux nociye. Bushaueni Haubinoui po3noecioodiceni HegiOn0GIOHOCMI w000 SKOCMI OisIbHOCMI
bibniomex ma apxieie ma nobyodosana diacpama Ilapemo, ska 0eMOHCMPYE, WO HAUOIILWUL BHECOK ) CYMAPHY HEGIONOBIOHICMb
6HOCUMb NOKA3HUK PO3YMIHHS 3anumie Kiienmig. Y niocymky Oyau eusigieni 00CmMoiHCmea ma HeOOMKU MOHIMOPUHEY CUCmeMU
MeHeddcMenmy sKkocmi 6ibniomeynoi ma apxienoi ycmanosu. Jani, ompumani 6 npoyeci MOHImopuHzy € odxcepenramu ingopmayii
0N 30iliCHeHHsI KOpU2y8anvHux Oill Mma auanizy pusukis, wjo 6 C80l uepey CHpuse NOCMIUHOMY NoainuieHHio Oibriomeunux ma
apxieHux yCmaHoe.

Knrwuesi cnosa: ingpopmayiiini mexuonoeii; 6idriomexa; apxie;, Npoexm; mMooenb CUcmeMu MOHIMOPUH2Y; AKICMb, IHMesposaHa
cucmema ynpasninHs AKiCcmio.

Introduction based on prolonged, purposeful, and systematic

perception of objects and phenomena in the surrounding

In various spheres of human activity, observation  world. In a competitive environment, leading positions

has long been used as a distinct method of cognition, are held by organizations and institutions that focus on
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ensuring high quality and implementing an effective
quality management system, which is continuously
analyzed and improved. Both qualitative and quantitative
performance indicators-particularly those derived from
monitoring data are used to provide an unbiased
evaluation of their operations.

The term monitoring does not have a precise and
universally accepted definition, as it is employed across
various domains of practical activity. It can be viewed
both as a form of research and as a tool for providing the
management sphere with relevant and reliable information
[1].

According to the requirements of the ISO 9000
international standards [2], to ensure proper functioning,
effective operation, and continuous improvement of an
organization's quality management system, it is necessary
to carry out measurement, analysis, and evaluation of its
performance in the area of quality. Ensuring a high level
of quality management in libraries and archives is based
on the provision of objective and up-to-date information
on the functioning and development of all structural
elements, information obtained through systematic
monitoring [1]. In this context, monitoring is viewed as a
standardized and regular observation of the institution's
processes and outcomes, which allows for the
construction of a chronological picture of changes,
quantitative evaluation of transformations within the
system, identification of trends, and forecasting of
potential development directions. Monitoring and
analytical evaluation should be carried out at all stages of
library service provision to ensure their effectiveness and
alignment with contemporary standards.

The application of information technologies for the
effective monitoring of quality management systems is a
key competency in the digital era, where technology
evolves rapidly [2].

The issue of quality management in archival and
library institutions is explored in both domestic and
international scholarly works. In particular, studies [3—5]
are devoted to quality management in archival and library
practices, examining its role, position, and prospects
within the framework of sustainable development. The
works [6, 7] investigate quality monitoring in the
activities of scientific and technical libraries and archives,
based on expert methods for data collection and
processing, utilizing multiple hierarchical levels-
coordination and optimization.

Trends analysis and the development of libraries in
the digital environment are presented in study [8]. The
issues of information and communication technologies in
modern university libraries are addressed in research
papers [9-11]. Notably, study [12] examines the
interrelation between monitoring and audit quality, using
primary data, where compliance with quality standards
serves as a mediating variable.

Relevant and timely are studies [13,14], which
consider new intelligent approaches to data quality
management through quality monitoring systems,
emphasizing the potential of Al-driven tools in the field

of librarianship. The use of artificial intelligence systems
to enhance quality control is addressed in studies [15,16].
The authors emphasize the innovativeness of applying Al
tools to improve the efficiency of data collection and
processing.

Purpose of the work

The purpose of the research is to examine the
monitoring process of the overall quality management
system through the lens of information technologies. To
achieve this goal, a three-level monitoring system for
high-quality informational support in research within
library and archival institutions has been developed. This
system ensures compliance with the requirements of
quality management systems in accordance with ISO
9000 series international standards.

Main part

The general methodological requirements for
monitoring tools include validity, reliability, usability,
alignment with the stated objectives, appropriate
application of statistical methods, standardization, and the
existence of prior testing (piloting). Achieving these
requirements is possible by considering a number of
important factors:

1. Level of professional training of specialists: this
is a controllable factor during the research process. The
measurement procedure typically involves several stages:
development of the tools, direct data collection, data
analysis, and formulation of recommendations.

2.Change of experts during the study: under
certain conditions, this variable can be controlled. It
relates to the accumulation of experience and
coordination of opinions, where the judgment of a more
authoritative expert may influence the evaluations of
other participants.

3. Statistical regression: this refers to the potential
distortion of research results due to statistical regularities.

4. Cyclical nature of social processes: social
phenomena tend to repeat over time, which should be
taken into account when conducting measurements.

5. Respondent selection: this is a key factor, as
proper selection not only improves the accuracy of the
evaluations but also enables extrapolation of the results to
a broader target group.

6. Indicator significance and potential bias: when
participants are aware of the importance of a certain
indicator, they may consciously or unconsciously
influence its measurement outcomes.

7. Violation of information exchange: in social
systems, measurement assumes that the observed entities
have a sufficient level of awareness. However, lack of
information or its unequal distribution may significantly
affect the results.

8. Participant motivation: in studies conducted in
real-life conditions, participants may demonstrate varying
behavior depending on personal goals or contextual factors.
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9. Repeated measurement effect: performing the
same tasks multiple times may alter the results. It is
essential to determine the conditions under which this
effect is negligible and does not distort the final
conclusions.

10. Group dynamics under social context:
participants in an experimental setting may adjust their
evaluations based on peer reactions, leading to the
formation of new evaluative criteria within the group.

11. Collective bias in results: classic experimental
methods recognize the possibility of participants aligning
their responses or evaluations, especially in the absence of
direct personalized interaction between the researcher and
the subjects.

12. Natural evolution of participants: during the
experiment, internal development of the group or
individual members may occur independently of external
influences. This factor is particularly significant in
educational research, where change dynamics are rapid.

13.Event imbalance between groups: groups
involved in an experiment or comparative analysis may be
subject to different external events beyond the
experimental context. These factors can cause unexpected
shifts in evaluation dynamics, complicating the
interpretation of results.

14. Differences in intragroup process development
rates: the experimental influence may manifest at varying
speeds across different groups. In some cases, the effect
might be mistakenly deemed absent simply because it had
not yet become apparent by the time measurements
concluded.

15. Mutual neutralization of  influences
(compensatory effects): Various internal or external
factors may neutralize one another. When multiple
influences occur simultaneously, one may completely or
partially offset the other, complicating the identification
of cause-and-effect relationships [16—18].

In the proposed study, monitoring is
conceptualized as an integrated system for collecting,
processing, storing, and disseminating information
regarding the functioning of a quality management system
or its individual components. The primary purpose of
monitoring is to provide informational support for
managerial activities, enabling the assessment of the
current state of an object at any given time and the
formulation of well-founded forecasts concerning its
further development.

For the monitoring system to function effectively,
it is necessary to adhere to a number of requirements,
which can be formulated as key principles:

1. Objectivity of information. Monitoring must be
based on reliable and verified data obtained through
information exchange processes. The requested data
should be as standardized and verifiable as possible. The
feedback should be specific, practically valuable, and
applicable to the management process.

2. Comparability of results. This principle is based
on the need not only to record the system’s condition but
also to track its dynamics. To ensure comparability,

consistent approaches to data collection and identical
empirical indicators for the same research object should
be used.

3. Adequacy. Monitoring should take into account
external factors affecting the performance of the object
and include an analysis of the system’s compliance with
changing conditions. Such assessment is achieved through
targeted studies of the external environment's impact on
the institution’s functioning.

4. Predictability. Monitoring must provide
analytical data enabling the modeling of the system’s
future development and identifying potential changes in
strategies to achieve defined goals. This principle is
implemented through trend analysis and forecasting of
possible development scenarios.

5. Goal orientation. The information collected and
analyzed during monitoring should be relevant to the set
objectives and aligned with the needs of specific
managerial decisions. It is crucial to ensure the
sufficiency and appropriateness of data depending on the
research or management purpose.

Monitoring system development should be
initiated prior to the start of project activities. Monitoring
tasks must be integrated into the project’s work plan and,
more broadly, into the strategic plan.

Thus, the first level of monitoring is carried out by
the staff involved in the project. Managers are responsible
for monitoring the personnel and their work, while the
project manager is responsible for overseeing all aspects
of the project.

The second level of monitoring is carried out by
donors, whose main function is to visit implementation
sites and monitor project progress and performance.

The key distinction between monitoring and
evaluation lies in the depth of analysis. Monitoring is
conducted to obtain timely information on the current
state of affairs. A monitoring system should be
“embedded” into the project (or activity) from the outset
by implementing the following steps:

1. Definition of measurable indicators.

2. Establishment of information sources for
monitoring (organizations, departments, individuals or
groups, documents, etc.).

3. Selection and justification of the method for
data collection.

4. Determination of the frequency of data
collection, taking into account the intensity of the
evaluated activities.

5. Appointment  of
obtaining the necessary data.

6. Specification of techniques for processing and
analyzing the collected data.

7. Analysis of monitoring results and planning of
corrective actions [19-20].

In accordance with the requirements of DSTU ISO
9001, an organization that has implemented a quality
management system must ensure three-level monitoring,
which includes measuring indicators of the quality
management system, products (services), and processes.

responsible persons for
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Accordingly, taking into account the specific
nature of library and archival institutions, a monitoring
model for an Integrated Quality Management System

(IQMS) has been developed, in line with the ISO

9000:2015 standards [2] (fig.1).
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Fig. 1 — Monitoring system for high-quality information support of
research in library and archival institutions

The first level of the monitoring system within the
IQMS in library and archival institutions includes key
components such as internal audits, self-assessment
procedures, evaluation of stakeholder satisfaction,
external audits conducted by certification bodies,
consumer needs assessment, as well as analytical
evaluation by top management, data processing, and cost
analysis. These elements aim to enhance the effectiveness
and efficiency of the monitoring system. Particular
attention is given to audits performed at specified
intervals: external audits are conducted once every three
years, while internal audits and self-assessments are
carried out annually. This approach supports continuous
improvement and increases the operational efficiency of
all organizational units [21].

The second level of the IQMS consists of internal
control elements related to assessing the quality of staff
training, specifically the development of librarians’

competencies, as well as the development and
implementation of internal digital tools aimed at
managing educational and research processes. An

additional component at this level is non-conformity
management, which involves monitoring the quality of
services provided in libraries and archival institutions and

implementing mechanisms for re-verification of service
quality.

The third level comprises internal monitoring
elements focused on quality control of key processes.
These include managing user requests, utilizing digital
tools and appropriate technical support, as well as
measures to enhance staff professional competence.

Information collected through monitoring at levels
I, II, and III serves as a basis for making corrective
decisions and conducting risk analysis, ultimately
ensuring continuous improvement of library and archival
institutions’ operations. The implementation of a
continuous improvement system requires setting clear
objectives for staff qualification enhancement (including
librarians and technical personnel) across all
organizational levels. Key components of this process
include establishing an effective mechanism for
submitting initiatives and timely responding to them, as
well as introducing a system of moral and material
incentives for employees based on their achievements,
such as motivational programs.

The process of collecting, accumulating, and
preserving data obtained during the monitoring of the
IQMS is advisable to implement through specialized
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information automated information
systems.

The quality of library processes is influenced by
the following factors:

The level of professional training of library staff and
their communicative competence in interacting with users;

The degree of user satisfaction with library
services, particularly regarding the completeness and
accuracy of fulfilling user requests;

The promptness of providing information services;

Accessibility of both traditional and additional
services;

Creation of a favorable
communication environment;

Active expansion of communication with users via
social networks, library blogs, interactive platforms, and
similar channels.

The communicative effectiveness of library
activities is primarily ensured by the high quality of
library and information resources and services, as well as
the convenience and comfort of access to them.
Moreover, the efficiency of implementing social and
communicative functions largely depends on the quality
of the library’s interaction with other entities within the
information space, the intensity of such contacts, the
accessibility level of communication channels, the
professional training of personnel, and the degree of the
library’s integration into broader information and
communication networks.

Contemporary theories of quality management in
library activities distinguish several approaches to
evaluating the efficiency of library institutions. One of the
leading approaches is based on analyzing and studying
users’ information needs, which has gained active
development in library science research. Feedback from
users is critically important for an objective evaluation of
services provided. Conducting surveys, questionnaires,
and analyzing satisfaction levels of both users and library
staff contribute to the continuous improvement of services
and the implementation of new service solutions.

It is proposed to carry out the monitoring
procedure of the integrated library and archive system
annually. A distinctive feature of the proposed monitoring
system is the control of the functioning of key processes
and the integrated system as a whole. The determination
of stakeholder satisfaction is conducted via electronic
questionnaires [22].

We conducted a study aimed at improving the
quality of activities in library and archival institutions.
The expert method was chosen to determine quality
indicators of the products, as traditional methods such as
measurement, registration, and calculation methods were
not applicable. In expert evaluation practice, various
methods are used to determine the weighting coefficients
of quality indicators, including the express method,
ranking method, paired comparison method, and scoring
evaluation.

The essence of the express method lies in the
direct assignment of weighting coefficients by the expert

support—namely,

information and

group. In case of disagreement, the final decision is made
by a qualified majority — not less than two-thirds of the
votes. The ranking method involves assigning each
indicator a certain rank according to its significance. The
paired comparison method is based on step-by-step
comparison of each indicator with all others; experts
establish priority using symbols “>" or “<.” The scoring
evaluation method involves assigning a specific number
of points to each indicator according to a predetermined
scale, allowing for quantitative assessment of its
importance level.

The self-assessment method enables determining
the degree to which set goals have been achieved,
identifying possible deviations and their causes, applying
a systematic approach to improving organizational
activities, obtaining assessments based on both factual
data and personal perceptions, identifying and analyzing
processes that can be improved, and comparing self-
assessment results with the best outcomes achieved both
within the organization and externally.

Determining key performance indicators is an
important stage in the process of evaluating the quality of
library activities. The main groups of such indicators
include: Indicators of technological and informational
processes, reflecting the effectiveness of forming the
library’s information resource base and organizing library
services based on the integration of traditional and
modern forms, methods, and communication channels
with users; Indicators of functional and content-related
activities, which characterize the library’s ability to
expand its content profile as a multifunctional information
and socio-cultural center actively integrated into key areas
of social life as an important information and
communication element; Indicators of personnel and
professional potential, reflecting the staff’s competency
level and the library’s overall ability to function
effectively amid external challenges and risks, as well as
to assess internal weaknesses that may limit the utilization
of available external opportunities; Indicators of
regulatory and legal support, confirming the compliance
of all types of activities and processes within the library
with current standards, regulations, and requirements
established in the relevant documentation.

The evaluation of the quality management
system’s performance is largely determined by the use of
a set of indicators that enable comprehensive analysis of
the library’s activities, as well as the quality of specific
processes and operations. Thus, effective management of
the entire set of library activity processes as a unified
system is a crucial condition for improving the
institution’s overall performance and efficiency.

Various methods from several scientific disciplines
such as marketing, sociology, economics, linear
programming, regression and statistical analysis, as well
as concepts of Total Quality Management (TQM) are
applied to measure the effectiveness of library services.
Existing approaches to assessing the quality of library
activities — viewed as a system of interconnected
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processes — are conventionally divided into two main
groups: technological and economic.

The use of economic methods allows quantitative
assessment of the economic efficiency of library services.
Within economic theory and the marketing approach, this
efficiency is defined as the ratio between the obtained
results (benefits) and the expended resources. The
primary goal of such evaluation is to achieve maximum
utility of services provided to the end user.

For an effective understanding of the mechanisms
of prompt managerial decision-making, it is advisable to
graphically represent the relationship between identified
nonconformities and the factors causing them. A classic
tool for visualizing such cause-and-effect analysis is the
Ishikawa diagram (also known as the “fishbone”
diagram), developed by the Japanese quality management
expert Kaoru Ishikawa. In this model, the “head” of the
fish represents the formalized problem under analysis. A
horizontal line — the “spine” — extends from it, with major
groups of causes — the “bones” — attached at an angle.
Each “bone” represents a category of factors (e.g.,
personnel, methods, equipment, materials, environment,
management) that directly or indirectly influence the
emergence of the identified problem. Causes located
closer to the “head” of the diagram indicate a more
significant impact on the formation or exacerbation of the
problem situation [23].

We conducted an analysis of factors influencing
the quality of activities in library and archival institutions
using the Ishikawa diagram. The indicators for evaluating
key processes are presented in Figure 2, which illustrates
the cause-and-effect relationships impacting the quality of
the organization and provision of library and archival
services.

Based on the analysis of the materials from
publications [24-27], the key indicators to consider in the
process of providing quality library and archival services
were summarized. Thus, in organizing information support
for education and research—that is, in delivering services to
clients—it is necessary to take into account the following:

1. User requests — these are communicative
inquiries received by the executors of the relevant
processes from the library clients, containing formulations
of their informational needs. It is on the basis of the
analysis and adequate interpretation of these requests that
the library develops proposals for relevant services,
offerings, and service models aimed at meeting the
current demand.

2. Information resources — systematically
organized collections of documents in paper or electronic
formats that ensure the fulfillment of the library’s
functions as a communication and information center. The
library forms, organizes, preserves, and provides access to
various categories of information resources: printed and
digital, commercial (licensed or subscription-based) and
open access (freely available).

3. Information resource providers — entities
responsible for creating and distributing informational
content in various formats. These include publishers of

printed and electronic products, companies offering
multimedia resources (on CD/DVD), providers of full-
text and abstract databases, as well as libraries managing
electronic journals, archives, repositories, and institutional
or university-level digital libraries.

4. Digital tools and services — modern software
solutions for searching, storing, processing, and
disseminating scientific information. Among these are
search engines (Google Scholar, Microsoft Academic),
scientometric databases (Scopus, Web of Science),
bibliographic managers (Zotero, EndNote, Mendeley),
author identification systems (ORCID, ResearcherID),
scientific social networks (ResearchGate, Mendeley),
collaborative writing platforms (Authorea, AuthorCaf¢),
and open-access repositories (Figshare, Zenodo).

5. Expert support — involvement of highly
qualified specialists who possess relevant professional
knowledge, experience, and competencies. Both internal
and external experts who share the library’s value
orientations can participate in information-analytical and
research processes.

Their involvement may include consulting,
providing expert opinions, participating in monitoring
activities, and deploying and supporting internal digital
tools in collaboration with other structural units of the
institution, such as the research sector or IT department.

6. Comfortable virtual development environment.

7. Comfortable physical development environment.

The reengineering and full automation process
includes:

1. Providing relevant and timely information
necessary for conducting scientific research, educational
processes, teaching, and the development of
corresponding activity areas.

2. Offering convenient tools that support scientific
activity, learning, teaching, and development.

3. Forming a collection of current information
resources aimed at supporting research, education,
teaching, development, as well as managing educational
and scientific processes.

4. Organizing and preserving an up-to-date
collection of information resources that ensures the

effective functioning of scientific, educational, and
managerial activities.
5. Ensuring quick and convenient access to

relevant information required for accomplishing research,
educational, teaching, and managerial tasks.

6. Developing and implementing internal digital
tools that optimize the management of educational and
scientific processes.

7. Utilizing databases of educational and scientific
information resources, including both open access
resources and subscription-based electronic databases
from leading publishers (Elsevier, Springer, Wiley, etc.)
and aggregators (EBSCO).

8. Applying automated library and information
systems for forming a current collection of information
resources on physical media.
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Fig. 2 — Quality indicators of library and archival service delivery

9. Implementing a Library Management Service
(LMS) that provides comprehensive management of all
types of information resources—print, digital, and
electronic—through a unified user interface.

10. Using software solutions for creating digital
libraries, institutional repositories, and managing external
electronic resources (both open access and subscription-
based).

11. Employing discovery systems to efficiently
locate necessary information resources.

12. Systematizing relevant information resources to
ensure their optimal organization and further utilization.

13. Populating electronic catalogs, digital libraries,
and institutional repositories with metadata about
available resources.

14. Organizing the placement of information
resources on physical media according to established
procedures and standards.

15.Ensuring access to external electronic
information resources for library users, considering access
control via IP addresses or authentication systems.

16. Monitoring university researchers’ profiles in
scientometric systems (Scopus, Web of Science, Google
Scholar) and researcher identification services to track
their scientific outputs.

The process of receiving library and archival
services includes:

1. Ensuring librarian service orientation, which
involves  creating psychological comfort during
communication with users.
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2.Librarian competence encompassing
fundamental professional skills, including information
and network literacy, digital competence, media literacy,
communication competence, and adherence to principles
of academic integrity.

3.Providing consultative support for learning,
teaching, scientific  research, development, and
management of educational and scientific processes.

4.Supplying reference information that facilitates
effective learning, teaching, research, and management
activities.

5.0rganizing  educational events (seminars,
trainings, workshops) on a wide range of topics to enhance
the effectiveness of learning, teaching, and research.

6.Studying researchers’ needs using methods such
as surveys, direct communication, case studies.

7.Analyzing current trends in  scientific
communication, as well as the latest digital resources,
services, and tools utilized in organizing educational and
research activities.

8.Ensuring effective feedback from users both
within the physical library space and online (via
electronic consultation registration forms, email, etc.).

9.Hosting educational and research materials in
repositories and providing users with access to these
resources.

Table 1 — Causes of Nonconformities

10. Utilizing scientometric tools to support
research activities, promote research outcomes, enhance
the scientific reputation of individual researchers and the
university as a whole, and conduct monitoring of
scientometric indicators using platforms such as Scopus,
Web of Science, and Google Scholar.

11. Providing access to electronic information
resources within the library environment from library
devices as well as users’ mobile devices.

12. Organizing the book lending process according
to user needs.

13. Offering open access to analytical information
for internal and external users, as well as access to
analytical tools within the institution’s local network.

14. Establishing, monitoring, and maintaining
uninterrupted operation of all library services (electronic
ordering, renewal of loan periods, online interlibrary loan
requests, electronic document delivery, etc.) [24].

A summary of the causes of discrepancies is
presented in the table 1.

Analysis of the problem with emphasis on key
factors that have the greatest impact is presented in a
Pareto diagram (fig. 3).

Frequency of | Percentage [Cumulative
Ne List of Causes occurrence, |contribution, fcontribution,
units % %

1 Undprstanding of cli.ent requests by the library or archive, based on which 326 28,08 28,08
service offers or service models are developed

) Scientometric monitoring. .o.f the university’s and individual researchers’ 296 25.50 53.57
mpact and research capabilities

3 Use of search systems, search interfaces for proprietary databases, external 158 13.61 67.18
bcientific and educational databases, and the web portal ’ ’

4 [nsufficient utilization of digital tools and services 89 7,67 74,85

5 Provision of information resources 64 5,51 80,36

6 Insufficient involvement of library staff in quality management 55 4,74 85,10

7 Comfortable physical environment for research managers 43 3,70 88,80

8 Working conditions for personnel 36 3,10 91,90
Studying researchers’ needs through surveys, direct communication during

9 7. . 26 2,24 94,14
nquiries, use of case studies, and other methods.

10 Organization of the curreqt collect‘ion of information resources both in online 19 1,64 95.78
environments and on physical media
Provision of consultations to support the educational process, teaching,

11 pcientific research, development, and management of educational and 17 1,46 97,24
bcientific activities
Fnsuring effective feedback from users both in the physical and online library

12 . . SO . . 14 1,21 98,45
kpace through electronic consultation registration forms and via email
Providing access to relevant library information resources in reading rooms, as

13well as electronic resources via library devices and users’ mobile devices, 7 0,60 99,05
ncluding book lending services

14 [nsufficient staff qualification 6 0,52 99,57

15 Fast and convenient access to relevant information 5 0,43 100,00

>=1161 >=100 %
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Fig. 3 — Pareto chart of the causes of nonconformities in library service quality indicators

Results

The processing results revealed that the most
significant factor among the causes of nonconformities, as
identified by research managers, is the library’s or
archive’s misunderstanding of client requests, which
serves as the basis for developing service offerings. The
next most important factor is scientometric monitoring of
the the university’s and individual researchers’ impact
and research potential.

Conclusions

As a result of this study, the following findings can
be outlined. The quality monitoring system is an integral
part of the overall quality management system; therefore,
its enhancement — especially under the conditions of rapid
digital transformation — is both relevant and timely.
Accordingly, the study proposes a three-level monitoring
system, which includes the monitoring of the quality
management system, the monitoring of the activities of
the library institution, and the monitoring of key
processes within libraries and archives as a separate level.
The data obtained from monitoring these levels serve as
an information base for implementing corrective actions
and conducting risk analyses, which in turn supports the
continuous improvement of library and archival
institutions.

The identification of specific goals for the
development of staff (librarians, technical personnel) at
all levels of the organizational structure is of paramount
importance for implementing continuous improvement.
Equally important is the creation of a transparent
mechanism for submitting proposals and responding to
them promptly, as well as a recognition and reward
system for achieved results.

The collection and storage of data obtained during
the monitoring of the integrated quality management
system is carried out through a specialized information
support system.
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