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VY unsby npoHallaKelka HauMHa 3a JaKIIe IPUXBATAmbe
nocnenua Op3ux MpOMEHa Y BUCOKOIIKOJICKAM U HCTPaXku-
BaykuM OubOmuorexkama y CpOuju ca jeqHe cTpaHe, U Hesa-
JI0BOJbaBajyhux paJHUX ycjoBa W pe3yirara ¢ JApyre crpa-
He, pa3matpanu cy 3axteBu MCO 9000 crangapaa. Ananusza
IIPEAyCIIOBa 3a MOKPETamhe MPojeKTa 3a Mo0oJbIaBame KBa-
JuTeTa OMOJIMOTEYKOr paja yKasana je Ha HEOIXOIHOCT
00pa30BHUX aKTUBHOCTH. Tparame 3a oaroBapajyhum oomm-
nuMa o0yke 3a OHOIHoTeKape, a ca IMUJbEM Ja OHU MPHUXBa-
Te W/ejy KOHTUHYAITHHX M000JbLIABAbA M10]] TATHM OKOJIHO-
CTHMa, HY’)KHO je YKJbYUHJIO Harope 3a )HXOBO MOTHBHCA-
Be 1a yde. [IpenuMuHapHe akTUBHOCTH Cy 3aMHUIIJbEHE Kao
obe36ehuBame 00pazoBHOT MaTepHjaia ca HazuBoM «llopy-
Ke KBaJIUTETa» Koje Tpeda Jaa MHUIKpPajy Oubinorekapa, Ko-
pak 1o Kopak, y IocTyIke jao0pe mpakce Kako Ou ce ca
BUMa yI03Ha0, Ha PaJIHOM MECTY U y PUTMY KOjH My OATO-
Bapa. Q mopyke yBoze AehUHHIMjEe IOjMOBA U3 CTaHAapla
KBaJIMTETA KOjU c€ Be3yjy 3a OMOIMOTeuKe EHTUTETe M KOH-
THUHYyaJIHa I000JbIakba Mporeca OMOIMOTEYKOT ITOCIOBAbA.
Bubnmotekapu ce obaBemTaBajy 0 HOBUM H3AalkbUMa CTaH-
nmapaa kao mto cy MCO 2780 u UCO 11620 xao u o nusbe-
BHMa, 00pa30BHOM MaTepHjaly M aKTHBHOCTHMA KOje IuIa-
Hupa 3ajeanuiia oubnuoreka ynusepsurera y Cpouju.

Kibyune peun: BucokomkoJsicke 0udauoTeKe, KOHTHHY-
HpaHo 00pa3oBame, ONOJIHOTEYKH PAXHU MPOIECH, TT0-
fo/bIAM-€ KBAJUTETA, CTAHAAPIN

1. YBOJ

Buno na je ped 0 0O6pa3oBHUM aKTUBHOCTHMA
3a OuONMHOTEeKape WM 32 KOPUCHHUKE, OHE ce y OMOm-
OTEKapCTBY 3eMajba y pa3Bojy, ma Tako u 'y Cpowujwm,
CBE BHIIIC MPUXBaTajy Kao cTaigHa morpeda. Y ycloBu-
Ma TpaH3HLHje Koja noral)a OnbIMoTeKe Kao U lbUXOBE
Hanpehene mHCTHUTYNMje, HamMehe ce MUTame Koja je
BpPCTa OBUX aKTUBHOCTH OJiroBapajyha M JelOTBOpHA
3a Ooubimotekape y oko 150 Bucokomkonckux u 100
CHenHjaTHuX ONONIHOTeKA.
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Abstract

The requirements of ISO 9000 are studied in order to
find the easiest way of coping with the consequences of
rapid changes in the academic and research libraries in
Serbia alongside unsatisfactory working conditions and the
consequences of this. The analysis of the prerequisites for
launching the project for improvement of quality in library
operations indicated the need for training. Searching for the
most appropriate forms of training for librarians, with the
aim that they should embrace the idea of continual
professional development under given conditions, has
necessarily included the efforts for their motivation to learn.
Preliminary educational activities are conceived as provi-
ding educational material, named Q(uality) messages, that
should initiate the librarian, step by step, into best practice
procedures in order to familiarize them with them in the
working place and in the rhythm appropriate for them.
messages also introduce the definitions of concepts from
quality standards related to libraries and the continual
improvements of library work processes. Librarians are
informed about new editions of library standards — ISO
2780 and ISO 11620 and about the goals of the educational
activities, materials and events planned by the Serbian
Academic Library Association.

Key words: Academic libraries, continuing education,
library work processes, quality improvement, standards

1. INTRODUCTION

Educational activities concerning both librari-
ans and users are recognised as crucial to librari-
anship in developing countries and the same is
true for Serbia. The question is what kinds of
these activities are convenient and effective under
the conditions of transition, conditions that affect
the libraries as well as their parent institutions, in
about 150 academic and 100 special libraries.

'Pan je caommTen Ha «6. MeljyHapOIHO] KOH(MEPEHIHjH O KOHTHHYMPAHOM HPOMECHOHATHOM Pa3BOjy M yUeHY Ha PATHOM
MecTy 3a OnbnmuoTedke U mHGopMaIoHe cTpyke» onpxkanoj y Ocmy, 10-14. aBrycra 2005.
ZPaper presented on the Sixth World Conference on Continuing Professional Development and Workplace Learning for the

Library and Information Professions, Oslo August 10-14, 2005.
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Tabena 1: Ilogauu 0 BUCOKOMIKOJCKUM OuOan0oTeKaMa Ha Hajsehum yHuBep3uteruma y Cpouju 'y 2003.

Table 1: Data about the academic libraries of the biggest universities in Serbia in 2003

Yuusepsurer | Beograd Nis Kragujevac Novi Sad | YKYITHO
University Sum.

UB FB Sum. UB FR Sum. UB FB Sum. Sum.
Motenuujan. | 5.067 78.000 2.050 27.000 | 3.295 12.000 | 37.000 154.000
KOPUCHHULIU yHHCaHU YIOHCaHU YIOUCaHU
No. of users KOPHCH. KOPHCH. KOPHUCH.

reg. user rég. user rég. user
IpocTop 7.533 36.874 44.407 1.450 4.560 6.010 1.767 3.862 5.629 8.965 65.011
Space m’
M?/kopucuuk | 1,49 0,57 0,71 0,22 0,54 0,47 0,24 0,42
Space per
user
Bpoj kmbura 707832 | 2918850 | 3626682 | 78900 220703 | 299603 | 84491 248566 | 333057 | 809434 5.068.776
Book number
Kb./KOpHCH. 139,7 46,5 38,49 11,1 25,6 27,8 21,9 32,91
Book per user
Hoge kwbure 4067 48963 53030 2400 4147 6547 1753 5395 7148 11837 78.562
New books
Hoge 0,8 0,68 1,17 0,24 0,53 0,60 0,32 0,51
KHb./KOPHUCH.
New books
per user
Yacormucu 691+ 3154 3845 298 246 544 12 152 164+ 13870 18.434
journals (print | 9000 +9000 +9000 +9000 49000 | +9000 | +9000 +9000 9000 +9000 +9.000 e-
& electronic)
Yacormuc/kop | 1,91 0,165 4,54 0,35 2,74 0,76 0,62 0,30
Journals per
user
3anocieHn 107 161 268 23 37 60 12 22 34 93 455
Employees
Bubmuorexap | 72 91 163 12 24 36 9 16 25 74 298
library prof.
Bbn6:1./1000 14,21 2,09 5,85 1,33 2,73 2,08 2,00 1,94
KOPHUCHHKa
Librarians per
1000 users
Bubmmoreke 1 63 64 1 12 13 1 10 11 46 134
Libraries
E-xaranor 1 36 37 1 6 7 1 4 5 30 79
E-catalogues
WurepHer 1 11 12 1 6 7 1 1 2 46 67
MPHUCTYII
Internet
access

UB = yauBep3utercke oudnmoreke; FB = dakynrercke 6mnbdbmmorexe
UB = central university libraries; FB = faculty or department libraries

Tokom 90-THX TOJaMHA, caKkyIlJbame IMOJaTaka
0 TIOCIIOBamkby OBUX OHMOJIMOTEKA TMPEKO TOMUIIBUX
aHkera 4ecto je Ouno Oesycneuno. [Touetkom 2000.
I. cTerneH Bpahama TOAMIIBEr YIUTHUKA HOIMYHEHOT
nojalyMa O YCIOBUMAa M pe3ylTaTuMa pajga, y
BHUCOKOIITKOJICKMM OMOSMoTekaMa HIp., 0uo je oko 70
%. Ha nurame 3amro, Oubanotekapu koju He Bpahajy
TOMUIIBA YHOUTHHK Jajy pasldguTe OXroBOpe, U3
KOjUX MPOM3MIA3H jeTHO: lbUXOBO OJI0Hjakbe je Tocie-
JMIa FUXOBOT HE3aJ0BOJGCTBA DPAZAOM M  PaJHUM
ycioBuMa y Oubimorekama.

During the nineties, collecting data from
those libraries in annual reports was often un-
successful. At the beginning of the new millennium
the return rate for annual questionnaires filled in with
data about working conditions and results in the
academic libraries, is, for example, about 70%. When
asked why, those librarians who do not return the
annual questionnaire give different reasons, but one
thing is obvious: their refusal is the consequence of
their dissatisfaction with the work and working
conditions in their libraries.
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[Tomatak ma 6poj HOBUX KEbHTA IO KOPHC-
HUKY Yy HCIHTUBAaHOM mnepuoay wu3Hocu 0,5
MoKasyje na HoBe uH(poOpMmammje aona3e Beoma
cnopo. I[lociemurie Tora cy BHIJbHBE, TPBEH-
CTBEHO y omnajamy Opoja KOPUCHHUKA, TTOCEOHO Y
HayuyHuM Oubnmorekama. [lomamu o Oyyeruma 3a
OubMoTeKe HUCY MOTJIM OWTH TPHKa3aHH y Ta-
Oenu moITo Benuku Opoj OMbIMoTeKa HUje TOIy-
HUO Te pyOpHIKe, aju je MO3HAaTo Ja Cy OyjeTd
BeoMa manu. Mctu npobiem je 6uo u ca O6pojem
noceTa KOPUCHUKA, 1M033jMJBEHUX U KOpUITNEeHUX
nyOimkaiyja u uHpopmalja Koje Cy KOPHUCHH-
[MMa Jare.

1.1 Paguum yciioBH U mpodJieMu

Tokom mpeTxonHe ABE roJWHE MHOTE BH-
COKOIIIKOJICKE OMOImoTeKe mo0uie Ccy padyHap-
CKy ompemy, mpuctyn VHTepHeTy U JIMIEHIe 3a
Kopuitheme eIeKTPOHCKUX Yacoruca, Kao M Mo-
ryhHOCT paja Ha €NEeKTPOHCKOM KaTalory. 3Ha-
yajaH Opoj OmONMOTeKapa, YriaBHOM W3 CIICIIH-
jamHUX OMOIMMOTEKa, Xalu ce Ha cBOj mpodecu-
OHAJIHU CTATyC y MHCTUTYIMjaMa y KOjuMa pajie.
Jla 6u cauyBaiu CBOj M0CA0, HEKH OMOIMOTEKApH
MpUXBaTajy Ja y CBOjUM HMHCTHUTyILIMjamMa OO0aB-
Jbajy W Hebumbnmuoreuke 3amatke. HemoBoJbHa
yiarama y u3Bope nH(opMmaiuja, Kao Uy pady-
Hape, U Jlajbe Cy KapaKTepHCTUKa CBUX OHOIM-
OTE€Ka. YHUBEP3UTETCKE OMOINOTEKE IO CTATyCy
Cy HE3aBHCHE MHCTHUTYIUje MPUAPYKEHE YHUBEP-
3UTETHMA, JOK (DaKyJITETCKUM W KaTedapCKuM
O6ubimorekamMa pyKoBoje OMONMMOTEYKH 0a00pH
MOJT KOHTPOJIOM YIpaBa BHUCOKOIIKOJCKUX YCTa-
HOBA.

VY TakBOj curyanuju, 3ajeqHuna O6uOIMo-
teka ynumBep3uteta y Cpouju (3bYC), xojy cy
1992. r. ocHOBaNM JEKAaHU CBUX BUCOKOIIKOJI-
ckux ycraHoBa y CpOuju, ©Ma CKpOMaH yTUIIa] U
7enyje TPeKo OPTaHU30BaHUX TOAMIIBHX CTPYd-
HUX CKYNOBa W W3JaBamba NEPUOAMYHUX ITyOJIH-
Kanyja. YTpKoc Temkohama TOKOM IMPETXOIHHUX
12 roauna, 3ajenHUIIa je ycCrena Ja OpraHu3yje
10 rogMIIBUX CKYNIITHHA U UCTO TOJIUKO CTPYyY-
HUX cKymnoBa. [Iutama koja cy Ha HUMa pa3Ma-
TpaHa Ouja cy 3HauajHa 3a OMOIMOTEKape mpe
cBera 1o CBOM 00pa3oBHOM cazpikajy. Umak, 6poj
NpeJCTaBHUKAa M3 OMOIMOTEKa KOjU Cy y HbUMa
y4ecTBOBaJIM HHje HUKaia nperna3no 60 %.

The fact that the new books per user ratio
is 0.5 indicates that new information is provided
only very slowly to the users of academic and
research libraries. The consequences of this are
visible, primarily in the low number of users, the
number of which diminishes particularly in the
research libraries. Library budgets data could not
be presented in our table since libraries did not
provide those data in a sufficient number of the
questionnaires, but it is obvious that the budgets
are very small. The same is true for the number
of visits, loans and enquiries answered.

1.1 Working conditions and problems

During the last two years many academic
libraries in Serbia acquired IT equipment,
Internet access and licenses to use electronic
journals and the possibility to start creating
records for an online catalogue. Nevertheless an
important number of librarians in, mainly,
research  libraries complain about their
professional positions in the institutions to which
they belong. In order to keep their jobs, some
librarians allow themselves to perform some
non-library tasks in their institutions. Insufficient
investment in information resources and ICT is
characteristic for all these libraries. The main
university libraries are independent institutions
associated to universities, whereas school and
department libraries are managed by library
boards that are under the control of school
administration.

In such a situation, the Serbian Academic
Library Association (SALA), established in 1992
by the deans of all the schools in Serbia, has a
modest influence gained by organizing annual
conferences and publishing periodical pu-
blications. In spite of all these difficulties during
the last 12 years, the Association managed to
organize 10 annual assemblies and professional
conferences. The issues discussed at these were
chosen as being essential and educational for
academic and research librarians. Nevertheless,
the number of libraries sending representatives
never exceeded 60%.
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HesanoBospaBajyhu mokasaresbu OuOIHO-
TEYKOT pajaa JOOWjeHH W3 TOIMIIBUX AaHKeTa
MOCTajy OYMIIICAHUjU y HE(POpMaIHUM pa3roBO-
prMa TOKOM TIOCETa CTPYYHhaKa U3 YHHBEP3UTET-
ckux OubnmoTeka y OkBUpY Han3opa. M3omosa-
HOCT OHMONMMOTEKapa Yy BHUCOKOIIKOJICKHM WU
WHCTUTYTCKUM OMOJIMOTEKamMa U YMaJJbUBE pas-
nvKe Mel)y BUMa 4ecTo Cy TOCIEIHIle CTaTyca
Haapehene ycraHoBe. Taj craryc je Hajuenrhe
0ClIabJbeH AYTOTPAajJHOM EKOHOMCKOM TpPaH3HUIIU-
JOM | OorpaHuuemhUMa y (MHAHCHpamky IpojeKara.
HajBuaspuBuja mocneauiia Tora jecte 3aHeMapeHa
OoubroTeka. Y HEKOj BPCTH «BaKyyMa» y K0joj ce
Haimao jemaH Opoj OmbauoTepkapa, HE caMo Ja je
Opoj 3axTeBa 3a BUXOBUM ycllyrama cMameH, Beh
0J1 ’bUX HUKO HHjE TPAKUO HH MHUCAHE WU3BEIITAje
o pany. Ilopex Tora mro cy Ownm ocioOoheHu
OJITOBOPHOCTH 32 HEIITO IITO HUCY MOTJIH 100u-
TH, HOp. GOHA 32 HAOaBKy KmHUra, OMOIHOTeKapu
HUCY BHIIIE UMaJIU HU 00aBe3y Ja IJIaHupajy CBOj
pan. Y TakBoj, BaKyyMy CIMYHOj CHTyalHju, OU-
OJIMOTEKap je YecTo ycamsbeHa ocoba Koja Hema
HU KPaTKOTpajHH LUJb Tipea coOoM (00MYHO 3a/1aT
[Inanom), HM 3amUC O TOME INTA jECTE WU HUjE
nocturao (oouuno y M3Bemrajy).

2. AKTHUBHOCTH 3A IIOBO/bBHIAIBE
BUBJIMOTEYKOI' PAJIA

Tokom mocneame OBE TOIWHE, TBA TPOjEKTa
Cy MPOY3pOKOBaJIa 3HAYajHE MPOMEHE Y CPIICKHUM
BHCOKOIIIKOJICKUM W HCTPaKUBAUYKUM OuOIHOTE-
Kama:
e crBapame Bupryenne Oubmmorexe CpoOuje
(BBC) ca y3ajmanum kartaigorom ox 1,5
MMJIMOHA 3aIluca, 1

e ocHuBame KoH30plHjyMa 3a KOOPIWHUPAHY
HabaBky — KobCOH koju 06e36ehyje 14.000
HaclioBa EJEKTPOHCKUX vacomuca u 20 e-
cepBuca.

Jeman on pesynTaTa jecte na je BUIIE Ol CTO
o6ubnuorekapa 6mio o0yueHO 3a y3ajaMHY KaTa-
JoTH3anujy u J00WiI0 JIMIEHIIEe 3a paj ca cot-
Bepom COBISS. Mehytum, HeKH oI HUX joII
yekajy npermiahuBame Ha Ta) cOPTBEP KOjU KOH-
CTAaHTHO OJUTAXYy MHUXOBE HajapeheHe WHCTUTY-
nuje. KoopauHupany HaOaBKy €JIEKTPOHCKHX Ya-
comuca U 0asza mojaraka y IIyHOM TEKCTY IIO-
JprKana je AprkaBa. bubnuorekapu cy OmiM 4ecTo

The unsatisfactory indicators of library
work obtained from the annual questionnaires
become even more evident in more informal
talks during supervisory visits by staff from
university libraries. The isolation of a librarian in
a school or an institute and conspicuous
differences between libraries are often the
consequences of the position of the parent
institution. It is often weakened by the long-
lasting economic transition and restrictions in
project funding. The most visible consequence is
a neglected library. In the kind of 'vacuum' that
falls upon a certain number of librarians, not
only is the number of the requests for their
services reduced, but they are even not asked to
write reports. Released from the responsibility
for something that they can not obtain e. g., for
acquisition funds, librarians have no obligation
for planning their work any more. In this
vacuum-like situation, the librarian is often a
lone person who does neither have a short goal
before him (which would normally be given in a
Plan) nor a record describing what he or she did
(or did not) accomplish (usually given in the
Library Report).

2. ACTIVITIES FOR LIBRARY WORK
IMPROVEMENT

During the past two years, two projects
resulted in important changes in Serbian
academic and research librarianship:

e creation of the Virtual Library of Serbia
(VLS) - shared union catalogue with 1.5
million records, and

e foundation of the Consortium for coordi-
nated acquisition KoBSON, providing
14,000 electronic journals and 20 e-services.

As a result, more than one hundred librarians
were educated in shared cataloguing and
licensed to work with the COBISS software.
However, some of them are still waiting for the
software subscription constantly postponed by
their parent institutions. Coordinated acquisition
of electronic journals and full text data bases was
state-supported. Faced with the necessity to
make these electronic resources available for
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HETPUTIIPEMJBEHH JJa OBE €JIEKTPOHCKE M3BOPE Ja-
Jy Ha KopuIitheme UCTPAKUBAYNMA, 3aTO IIITO Cy Y
MHOTMM HWHCTHUTyIHjaMa OuOIMOTeKe Owmie To-
CIIC[IIbC PATHE jJEAMHHUIE KOje Cy OINpPEMIbCHE
pauyHapuma u HuTteprerom. Otyma Oubmmore-
Kapu y OubnuoTtexkama 0e3 pauyHapa HUCY UMaju
MoryhHOCTH 52 yde W KopHucTe OCHOBHE HMH(Op-
MarroHe anate u MHtepHer. EnekTpoHCKH M3BO-
pH Cy MOCTaJlH jeAMHU PACTIOIOXHBH U3BOPU HH-
dbopmarmja 300r mpekuaa HabOaBKE ITaMIAHUX
CepUjCcKMX MyONMKaluja W CMamema HabaBKe
kmura. Tu Oubnrorekapu HUCY MOTJIH J1a 3a/10BO-
JbaBajy norpede KOpUCHHKA.

['otoBo 0Oe3 MoryhHOCTH 5a Mema craTyc
OubMMoTeKapa YHyTap HMHCTHTYLIHMja, 3ajeIHHIIA
je, BoheHa CBOjOM MHCHjOM, YyTJIaBHOM OwuBana
nuceMuHatop mHdopmaija u eaykarop. ['maBHe
aKTUBHOCTH Cy ]JOj Ouje wH3IaBambe Yacomuca
HH®Omeka v rnacuna Bucokowkoncke ouonu-
omeKe, OPraHN30BaBE TOAUIIBUX KOH(pEpEeHIja
U JeJHOJHEBHUX CEMHHapa M paJuoOHUIA 3a
00yKy OuOnmMoTekapa 3a HajlmoOTpeOHUje BEIITHHE
Kao HITO Cy 3aJallid KaTajoru3aluje U KOpHII-
heme enekTpoHCKHX yacomuca M 0a3za mojaTaxa
ca IyHUM TEKCTOBHMA.

2.1 IlpucTynn aKTHBHOCTHMA KOHTHHYHPAHOT
o0pa3oBama: MOTHBAIIM]A 32 YYeHe

Cropo maHHU(ECTOBaWmE CTBapHE YIOTpPEO-
JBUBOCTH MH(OPMAITMOHUX TEXHOJIOTH]a Y OnOIH-
OTEYKOj MPaKCH JOBENIO je 0 IyOJbema MOTHBA-
nuje. Yak W HEKM UCKyCHU OMOJIMOTEKapu HUCY
HATAa3WIN U3J1a3 U3 T€ CUTYyallHje.

Hemro Gosba cutyanmja je y BUCOKOIIKOJI-
CKMM OMOJMOTEKaMa, 3aTO INTO CY CTYIEHTH
cTa0WIIHMja KOPHCHHYKA IOMyJanuja. YTIPKOC
CKpOMHUM YyCJIOBHMa M y THUM OuOIHOTEeKama,
OuOIMOTEKapu Halla3e HEUITO BUIIE MOTHBAIIU]E Y
nmomohu Kojy Tpykajy CTyneHTHuMa. Y Tome Ou
OUM joIl YCHEIIHHWjH Aa Cy MOIJIM Jia YIO3Hajy
WH(pOPMAIIMOHY TEXHOJIOTH]Y 00Jb€ HEro BHUXOBHU
KOpUCHHUIIM. JenHa OJ TPETHOCTaBKH je na Ou
HEKH OMOJIMOoTeKapy OWIIM BUIIIC WHCIIMPUCAHU 1A
y4ecTBYyjy y 0Opa30BHMM aKTUBHOCTHMA KajJ Ou
CBH YKJbyUYEHH — HAPOYUTO OHU y HUXOBUM
MHCTUTYLIMjaMa KOjU OM MOIVIM TOJApKaTH |
BpeaHOBaTH OuOIMoTeKkape — OmiM Ha epUKACHO

academic and scientific researchers, librarians
were often unprepared because in a lot of
institutions libraries were the last units to be
equipped with computers and the Internet.
Therefore, during the previous years, librarians
in libraries without computers were deprived of
the possibilities to learn and use the basic
information tools and the Internet. Electronic
resources were the only available information
sources due to the cessation of the acquisition of
printed serial publications and the reduced
acquisition of the books. Those librarians could
not satisfy user needs.

Unable in most cases to have any effect
on the status of librarians inside institutions, the
Serbian Academic Library Association, in line
with its mission, has become mainly an
information disseminator and educator. The
main activities were editing the journal
INFOtheca and bulletin Academic libraries, the
organization of the annual conferences, as well
as one day seminars and workshops for training
librarians in the most essential skills, such as
cataloguing tasks and the use of electronic
journals and full text databases.

2.1 Approaches to continuing education
activities: motivation for learning

The slow appearance of the real
usefulness of new technologies in libraries
causes lack of motivation in employees. Even
some experienced librarians could see no way
out of this situation.

A somewhat better situation can be found
in school and departmental libraries, because
students are a more stable user population. In
spite of equally modest conditions in their
libraries, these librarians can find a certain
amount of motivation by helping students. They
would be even more motivated if they could be
more familiar with ICT than their users, which is
often not the case. An assumption made is that a
number of such librarians would be more inspi-
red to participate in activities of continual pro-
fessional development if all involved — particu-
larly those in their institutions who might sup-
port and evaluate librarians — were acquainted
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U Ha BpeMe YMO3HATH ca KOpPUCHOLIhY TaKBHX
akTHBHOCTH. JleceTn cTpydHHM CKyn 3ajenHuIle,
Koju ce OaBuO oOa3zoBameM OHOIHOTEKapa u
BUXOBUX KOPHUCHHKA, OMO je TakBa NpWIMKa 3a
3BAHUYHUKC I/IHCTI/ITYIII/Ija BHUCOKOI' IIKOJICTBA H
Hayke. JlekaHu 1 JUpEeKTOpu Cy OWIIM MO3BaHM Jia
YYECTBY]y, Il jeé EHXOBO OJICYCTBO YKa3WBajo
71a HUCY JOBOJHHO 3aMHTEPECOBAHM J1a OW JTOLLTH.

AHanuza npeyciaoBa 3a MOKpeTame MpojeKTa
3a moboJplIame KBaIUTETa OUOIMOTEUKOT MOCI0-
Bama yKasaja je Ha HEONMXOJHOCT OOpa3oBHHUX
aKTUBHOCTHU. Tparame 3a HajlOTOJHUJUM OOJTUIIN-
Ma o0yke OubOimoTekapa y LUJbY NpUXBaTama
HJeje 3a KOHTHHYATHO TT0OO0JbIIIaBamkhEe MOCIOBAMKA
MOJ JATUM OKOJTHOCTHUMA HYXKHO j€ YKJbYYHIJIO U
Harope 32 ’UXOBO MOTHBHUCAKE J1a YUe.

[Topen mpeTxoaHO HaBEAECHUX, MHOTO j€ y3po-
Ka CMamemha CII0COOHOCTH /12 C€ OJrOBOPH HOBUM
M3a30BMMa — CIIOp M MHUHHMAaJaH JJOTOK HOBOT
3Hamka 0 OMOIMOTEUKO] MPAKCH y CBETYy, a Hapo-
YUTO, HEJIOBOJbHE MOTYhHOCTH Aa OMOIMOTEKapH
KOpHUCTe HOBE BelTHHE. 300T cBera Tora je u Mo-
THBalMja 32 y4eme KOJA TaKBUX pajHHUKA Y OII-
mITeM CiIydajy Maja wid Hemoctojeha. 3a Omio
KakBO TocTturayhe, mehyTum, W CHOCOOHOCT W
MoryhHOCT, Ka0 U MOTHBallUja, JeCy HEONXOJHE.
Jlox 3BYC Moke CTpydyHOM MOAPIIKOM y HEKO]
MepHu Jla Mema crnocoOHocTH OubIMoTeKapa, Mo-
ryhHOCTH 3a BHUX Ha PagHOM MECTY 3aBHCE O]
HajapeheHnx pykoBoamiana U UH(GOPMAIMOHE U
padyHapCcKe TEXHOJIOTHje Y HHXOBUM HHCTHTY-
mujama. bynyhu na ce Te moryhnoctu 6ubnuore-
Kapa MOry 1moOoJbIIaBaTH, HIp., Aa HEKe OJ] 3a-
JaTaka He paje Ha Op3MHYy M MOBPILIHO, CYHITHHA
MpUCTyHa OOpa30BHUM aKTUBHOCTHMA Koje je
3BbYC npeanoxuo caapkaHa je y BbUXOBOM IIUIJbY
«3a T0OOJBIIIABaE KBATUTETA PAJHHUX ITPOIIECAN.

Nmajyhu Ha yMmy cBe OBE YHHEHHUIIE, KOMH-
cuje 3bYC-a cy mouerkom 2005. romuue ¢op-
MUpaje pagHy TPYIy 3a NMOOOJbIIaBamke KBaJH-
TeTa OMONMMOTEYKOr TOCIOBama. UNaHOBH TpyIie
Cy ce CIOXWIM J1a C€ MOpajy KOHIMIIUPATH W
MOKpeTaTh 4BpiIhe 3aCHOBaHM INPOJEKTU KOHTH-
HyHupaHoTr 00pa3oBama Kako OU ce crpedria camo
JeTUMHYHA TIPUMEHA CTaHAaplaa y paay U ajiek-
BaTHH]E MOJIPKAJIO TIOCTU3AME 33aTOT IHJbaA.

with thorough and effective information with
usefulness of these activities delivered in a ti-
mely manner. The SALA 10" professional con-
ference focussing on the education of librarians
and library users was such an occasion for senior
officials from education and research institu-
tions. Deans and directors had been invited to
participate but their absence indicated that they
are not interested enough to come.

The analysis of the prerequisites for laun-
ching a project for the improvement of the qua-
lity of library output indicated the need for edu-
cational activities. The search for the most ap-
propriate forms for the training of librarians to
embrace the idea of continual professional deve-
lopment under given conditions, has necessarily
included efforts to increase their motivation to
learn.

As shown before, there are many causes
underlying the diminished ability to respond to
new challenges — very slow or minimal import of
new knowledge about library practice and,
particularly, insufficient or non-existent oppor-
tunities for librarians to use skills. Thus, the
motivation for learning for such workers is
generally poor or nonexistent. For any achieve-
ment, however, both ability and opportunity as
well as motivation are necessary. While SALA
has some possibilities to change the workers'
abilities by offering them professional support,
opportunities for librarians to show their ability
in their workplaces depend on the management
and ICT in their institutions. Since librarians
lacking in opportunities could at least improve,
some of their tasks, for example, things that had
been done hastily, the essence of the approach to
educational activities that SALA proposed is in
their goal «for quality improvement of working
processesy.

Having in mind all these facts, SALA's
committees formed a working group for quality
improvement of library work at the beginning of
the year. Members of this working group noticed
that more concrete projects for continuing
education had to be conceived and launched in
order to prevent merely partial application of
working standards and support more adequate
achievement of the goals.
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3a OBy TOAMHY pajHa Tpyla je Mpemio-
KUJa IpeTuMUHApHE aKTUBHOCTH MOCBeheHe:

1. amanmusu craryca OubnuoTexke u OuOIH-
OTeKapa,

2. 3agatky uHdopmucama OubIHOTEKapa O
MOKpETamy MPOjeKTa 3a MOOOJbIIAKE Pa-
HUX TIpoleca,

3. IaHupamy 00pa30BHUX aKTMBHOCTH.

[Iperneauu pax o BpeAHOBamy OHOIHMOTEKA
np Crene Oununu-MarytunoBuh o0jaBibeH je y
NIPBOj OBOTOJMIIEO0] cBeciy yacornuca MHPO-
mexKa, ca eJboM J1a Oubnuorekape HHPOPMHUIIIE U
MOJICTAKHE Ha JUCKYCH]y. JemHa o] MpeaIoKEeHUX
00pa30BHMX AKTHUBHOCTH Ca TOTCHIIM]jAJTHHM Y-
yemrheM CBUX MpeJcTaBHUKa Oubnuorekapa, 6uhe
onpxaBame 11. ctpyuHor ckymna y oktoopy 2005.
[To3uB 3a yuemhe W MO3MB 3a IPHjaBJbUBAHE
pazoBa ca TeMOM «OMOJIMOTEUKH CTaHIAPAN H
craryc Oubmuoreka u 6uOIMoTEKapay MmociIaT cy
OnbIMoTEKapuMa U JIPYTHM CTpydYmhaliiMa 3anuH-
TEepecoBaHMM 3a OBaj cKym. IlodeTkom romune,
pamgHa rpymna 3ajeHHIe pajuiia je Ha TMPUIPEMHU
Oyayher mpojexTa 3a MOOOJBIIAKE PaJHUX IPO-
neca u pesynrara y omonuorexkama. [IpBu koparu
y IHpumpeMu 3a npuxsarame crasaapga HMCO
9000 cy y Toky. Ca Hagom ma he oHmM KoOju Cy
yno3Hatu ca kopuimhewem HMCO 9000 oOutu
MOTHMBHCAHHU 32 MPEASIoKeHe 00pa30BHE aKTHUBHO-
CTH, pajJHa Tpyla [iajbe C BpEMEHa Ha BpeMe
«TOpYyKe» y 0Opa30BHOM MaTepujaly TOJ UMe-
HOM «Q mopyke». JenHa o THX MOpyKa caap-
xaina je cienehu macyc: (1)

«CaBpemeHno ypehene OuOIMOTEKE y CBETYy
HUCy TUMe ypehene jennom 3a cBaraa. bubmmore-
Kapu YKJbYYEHHU y TPOjeKTe 3a yBoheme cuctema
KBAJIUTETA CYy, Y CYIUITUHH, HHOOPMUCAHU, HAyYe-
HU Y WHCIIMPUCAHU Jia y ceOu mpoHal)yy MOKpeTHY
JIECTBUILY 3a OlCHHBambe KakBohe CBOJUX paJHUX
noctynaka. Kao u y apyrum mpodecujama, u y
OUOINOTEKAPCTBY CY — OHU OATOBOPHH - OWIn
MOTHBHCAHH HAEjOM O KBAJIUTETY KOjU MOrY
HenpecTaHo Aa nodo/bmaBajy. Mako ce mpuua o
KBAJIMTETY pajia y Oubiamorexkama MOXKe IOjeTHO-
CTaBUTH M BE3aTHU CaMO 3a YCIyre KOPUCHHUIIMMA,
MOy3JaHuju je (M W3BECHO je(TUHU]U) OHAj KBa-
JUTET pajia Koju ce mo00JbIlaBa O/ CaMoOT MOYeTKa
W KpO3 HHU3 IOCTyHaka y JaHIy OMOJIMOTEUYKUX

This year the working group proposed a pe-
riod of preliminary activities that was dedicated
to:

1. the analysis of the status of library and
librarians,

2. the task of informing librarians about
launching the project for improvement of
work processes,

3. planning of the educational activities.

A review article about the evaluation of
libraries was published by the Dr Stela Filipi
Matutinovic in this year's first issue of the
journal INFOteka, with the aim of informing and
provoking discussion among librarians. One of
the proposed educational activities with
potentially attendance by representatives of all
the libraries will be the 11" professional meeting
in October 2005. The invitation for participation
and call for papers with the subject “Library
standards and status of libraries and librarians”
were sent to librarians and other professionals
interested in the event. At the beginning of the
year, SALA's group prepared the future project
for quality improvement of working procedures
and results in libraries. The first steps in the
preparation for the acceptance of the ISO 9000
standards are in progress. Hoping that those who
are acquainted with the use of the ISO 9000 will
be motivated for educational activities, the
working group sends from time to time the
'messages' in the educational material called 'Q
messages'. One of the messages contained the
following passage:(1)

'Modern libraries in the countries arranged in
accordance with the quality management project,
are not arranged once and for all. The librarians
involved in quality projects are informed, taught
and inspired to find in themselves moving
parameters for estimating the quality of their
working procedures. Like in other professions,
there are in librarianship those responsible
persons who are motivated by the idea of
quality that can be continually improved.
Though the story of the quality of work in
libraries can be simplified and related only to
user services, more reliable (and certainly more
inexpensive) is the work quality that is improved
from the start, through many steps in the chain of
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¢ynknmja. HapaBHO 1a je oH 00JpM M Kaja je mo-
MEeHyTa MOTHBHUCAHOCT ojayaHa Behum Opojem ca-
panHuka y ToM saniy. Ctora ce Mopa MOCTaBUTH
MUTake KOJIHMKA JIM MOpa OMTH MOTHBHCAHOCT j€]I-
HOT WJIM JBOj€ 3aIllOCIICHUX KOJIMKH j& TIPOCEK 3a-
MOCJIEHUX y OBUM OuOnuorekama. M, ako xBamu-
TETa UMa y BHUXOBOM paay, a MMa ra, Tpeba ce
CEeTUTH /A CaMO OATrOBOpPHe 0co0e MoOry OuUTH
MOTHBHCaHe.» (2)

3. CTAHJAPJIM KAO JEO CAJIPIKAJA
OBPA3OBHUX AKTUBHOCTH

Pamna rpyma, KOjy YMHE WIAHOBH KOMHKCH]a
3ajeqHuIIe 3a CcTaHAaplAe W Pas3Boj, JOUUIA je IO
3aKJbydyKa Ja Cy, Mmopea HOBUX HHOpMaIuja u3
gacomnuca u3 OMOJIMOTeKapCcTBa, HEOMXOAHU U aK-
TYyeTHH CTaHAApu U3 OMOIMOTEKapCTBA y TpaHC-
(dbopmanMju 1 cTaHAApAU3ALN]U PATHUX Tpolieca y
oubmuorexkama. Crangapn UCO 2789 HUnpopma-
yuje u Ookymemmayuja — mehyHapoona oubIUO-
meuka cmamucmuka o6jaBibeH y 2003, tpehe usz-
name, o0e30ehyje 3ajenHuny 3a OMONIMOTEUKE H
WHPOPMAIIMOHE YCITyTe CMEpHHIIEC 33 MPUKYIJha-
€ M U3BELITaBamkE O MojanuMa 3a MelyHapoHO
ynopehusame (3). Cranmapgy MCO 2789:2003 he
YCKOPO OWUTH MPEBE/ICH HA CPIICKU. Y HEMY C€:

o nepuHUIIe Kako  Heka  Oubnmreka
3aJI0BOJbaBa MOTpeOe KOPUCHHUKA U OKPYIKEHha,
o nepuHUIy cnabocTd y OUOIHOTEUKHM
yciyrama,

J MPUTIPEMajy TIPEAJIO3H O TOME KakKo INTO
00Jbe 3a7J0BOJbUTH MOTpeOe KOpUCHUKA. (4)

[TokazaTesbn yynHaka OMOMHOTEKA Cy aHAIU-
3upanu npema crangapay ACO 11620:1998, auje
j€ HOBO M3/1amke Y NMPHUIIPEMH, TOKOM PaJHOHHLE Y
Beorpany xojy je Boguna ap Pocsuta Ilox (5). dp
[Ton je roBopuia O HajBAKHUJUM acCHEKTUMa J0-
Ope Oumbnmmoreuke W wMH(OpPMANHMOHE CIIyk)0e ca
CTaHOBUINTA KOPUCHUKA, 3allOCIEHUX, PYKOBO-
CTBa, OHHMX KOju 00e30elyjy ¢unHaHCHje U mupe
JaBHOCTH. 3a cBe TpaaullMOHANHE OWOIHOTEeuKe
ciny>k0e, TTIaBHM TOKa3aTeJb yYMHKA jeCTe 3aJ0-
BOJECTBO KOpHCHHUKa (6) — 30MpKOM, E€JIEKTPOH-
CKMM H3BOpPHMa, MECTHMa 32 UYUTAame, OCBETIhE-
BEM, IIPOCTOPOM, 10 bubaroTeukor BeOcajTa. [1u-
Tama Ha Koja Tpeba OTrOBOPUTH CY:

® UMajy JIM KOPHCHHIM TPUCTYN HH(MOpMAIH
jaMa Koje cy UM noTpedHe,

library functions. However, a question must be
posed about the motivation of one or two
persons — which is the average number of the
employees in Serbian libraries. If the quality
exists in their work, we have to remember that
only responsible persons can be motivated'

2).

3. STANDARDS AS EDUCATIONAL
ACTIVITIES CONTENT PART

The working group established by the mem-
bers of SALA's committee for standardization
and development concluded that, besides new
information from library journals, current stan-
dards for the library profession are also nece-
ssary for the transformation and standardization
of working processes in libraries. [International
Standard 1SO 2789 Information and document-
tation - international library statistics, published
in 2003, third edition, provides the guidance to
the library and information services community
on the collection and reporting of data for
international comparison (3). ISO 2789:2003
will soon be translated into Serbian. The idea is:

e to define how well a library satisfies the
needs of the users and the environment

e to determine the weaknesses in the
library services

e to prepare proposals how better to satisfy
the needs of the users. (4).

The performance indicators according to
1SO 11620:1998, of which the new edition is in
preparation, were analysed during the workshop
in Belgrade conducted by Dr Roswitha Poll (5).
Dr Poll talked about the most important aspects
of a good library and information service from
the point of view of users, employees,
management, budget providers and the public at
large. For all traditional library services the main
performance indicator is user satisfaction (6),
with collection, electronic resources, reading
places, light, space, library website. Questions
that should be answered are:

e Do the users have access to the
information they need?
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® J1a JIM je IPUCTYN OTUPEKTaH U jeJHOCTABaH,

® Ja iU je TeXHUYKA OMpeMa aJeKBaTHa,

e na 1M OMOIMOTEKa ycreBa Ja ce MPUOIIKU
KOPUCHUYKO] TOMYJIAIMjH 3a KOJy jeé OCHOBa-
Ha?

Hexu on mokasatespa KOju MOTY OMTH Beoma
KOPHCHHU 32 MEPEH¢ YUHHAKA U IUIAaHUpPame Oy 1y-
hux cmyx0u jecy, Ha mpumMep, OJHOC H3Mehy
Opoja BUPTYEITHHMX U CTBApHUX MoceTa, Opoj no-
KyMeHaTa Mpey3eTHX TOKOM jeHE CECHje, KOPHIII-
hewe OPAC-a mpema 6pojy KOPUCHHKA, UT/I.

3.1 Cranaapau 3a no6o/blIaBakb€ KBAJTUTETA H
ynpaB/bame KBaJHTETOM

CrnoxeHa cuTyanuja y BUCOKOIIKOJICKUM U H-
CTpaxuBaykuM Oubnnorexkama y CpOuju noserna
je pamHy Tpymy 10 OIUTyKe Ja oOpa3oBHE aKTHB-
HocTH 3amoyHe ca crangapaom MCO 9000 360r
HETOBE YHUBEP3ATHOCTH, aKTyeITHOCTH H jEIHO-
craBHuX 3axteBa (7). MCO 9000 je Beh npeBenex
Ha CPIICKH je3uK W, y nomahum myOnmkanujama,
MOCTOjU BUIIE YjaHaKa O KEroBOj yHoTpedu y
obmactu ycnyra (8, 9). TepmuHOIOTHja CTaHAP-
na je jemHoctaBHa. [Ipenopyke koje naje pokycu-
pajy ce Ha pagHe MpoIece W HHXOBY JOKYMEH-
taiyjy. [Ipumena cranmapaa moxe nmomohu Ou-
OnmMoTeKaprMa Ja TOHOBO YCIIOCTaBE IOCTYIIKE
no0pe mpakce W Jla yBeAy HOBE IOCTyNKe, 0e3
JOJJATHUX 3aXTeBa OCHM 3a BHUIIIE BPEMEHA U JO-
6pe Bosbe. Kopumhemem uncrpykuuja uz MCO
9000, cBaku OMOIMOTEKap O MOTA0 J1a CTATHUM
noOoJbllIaBakbUMa YUUHHU MPOLECe U3 CBOI JIENO0-
Kpyra JeJIOTBOPHHjUM. YTIpaBJbamhe KBAIUTETOM
noJpasyMeBa Jla KBaJIMUTET yciyre Tpeba jaa ce
TUTAHUPA, KOHTPOJIMIIE U CTAITHO Ipuiiarol)aBa Ko-
pucHUYKUM noTpebama./la Ou ce ynmpapibajio KBa-
JUTETOM OUOJIMOTEUKHX yCITyTa, HEOMXOTHO je:

e nebuHMCATH  MHUCH]y  OuONIHOTEKE W

IpUMapHy KOPUCHUYKY IpyIy,

e nedpuHHCAaTH M3pAXKEHE U
noTpede KOPUCHUKA,
e neduHMCATH JTYTrOpOYHE

IIIJBbEBE,

® yCIOCTaBUTH cUcTeM 00e30ehuBama yciyra,

® OCUTYpaTH HajBHIIN MOTyhu HHBO yciyra,

® MEpUTH pe3yinTaT W YIOOpeOuTH Ta ca
yCIOCTaB-Jb€HUM LIUIBEBUMA,

® YBECTH MEXaHM3ME 32 CTAJHO MOOOJBIIABAE
yciyra,

HEU3paxeHe

U KpaTKOpOYHE

e Is the access direct and simple?

e Is the technical equipment adequate?

e Does the library manage to approach the
user population it is established for?

Some indicators that can be very useful for
performance measurement and planning of
future services are, for example, the ratio
between virtual and physical visits, number of
down-loaded documents during one session, use
of OPAC related to number of users, etc.

3.1 Quality improvement standards and
quality management

The complex situation in academic and re-
search libraries in Serbia led the working group
to the decision to start training in the ISO 9000
standard, because of its universality, relevance to
current needs and uncomplicated requirements
(7). ISO 9000 has already been translated into
Serbian and some articles about its use in the
field of services are already published in
domestic publications (8, 9). The terminology in
use is easy to learn. The recommendations given
by the standard are focused on working
processes and their documentation. The use of
this standard will help librarians re-establish
procedures of good practice and introduce new
procedures with no other expenses save time and
good will. Using the instructions of ISO 9000,
each librarian could make the processes in his or
her segment of work more effective by
continuous improvements. Quality management
means that service quality should be planned,
controlled and permanently adapted to user
needs. To manage the quality of library services
it is necessary to:

¢ define the mission of the library and primary
user group
e define expressed and unexpressed user needs

define long- and short- term goals

establish the system of service providing
ensure the highest possible level of services
measure the output and compare it with
established goals

¢ introduce mechanisms for continual service
improvement

11
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® YCIOCTaBUTH TakBy atMmocdepy y Oubnmore-
oM Yy KOjoj je oco0Jbe OpHjeHTHCAaHO Ka
KopucHULIUMa U 00e30el)yje ycimyre BUCOKOT
kBasurera (10).

3HauajHU MPOIECH Koje Tpeba aHaIM3HpaTH
Cy Karajoruzaiyja OMOIMOTEUYKUX MaTepujana u
Ha0aBKa, JOK Cy 3HA4YajHH pe3yJTaTH peJIeBaH-
THOCT M TAayHOCT JaTHX WH]oOpManmja, AOCTYII-
HOCT OMOJIMOTEUKOT MaTepHjaia, BpeMe MoTpeOHO
7la ce UCTIOPYYH U3 MaralfHa, HUBO 3a/I0BOJbCTBA
ycilyrama Koje Cy KOPHCHHIM HWCKa3alid, WTI.
MopnepHa TopHja ynpaBibamba TOTAIHUM KBaJIUTE-
TOM HarJjiamaBa Jia CBe OJuTyKe Tpeba aa ce 3acCHH-
Bajy Ha uumeHHnama. Cakympambe W aHaiu3a
CTaTUCTHYKHUX I10/IaTaKa, KOjH OMKCYjy Tporece U
pesynrare OMONIMOTEUKUX yCIyra jecy BaxaH Jeo
crannapaa MCO 9000.

VY TemkuM BpeMEHHMa E€KOHOMCKE TpPaH3H-
1nyje, mpurnpemMa OuOIMOTEKapa 3a TaKBO YIMpaB-
Jbarb€ KBAJUTETOM MOIJIa OM J1a TOMOTHE Oapem
JEeTHOM JieTy IOTEHIIMjaTHUX YUYeCHUKA ako OU uM
ce MOHyaWia ajnekBatHa oOyka. Heka mckycTBa
nocie ooyke 3a MCO 9000 nokazana cy aa Jbyau
MOTY J1a CTEKHY BHIIIE CAMOIIOIITOBAama HETO IITO
Cy MMaiu 1mpe oOyke, Ha OCHOBY JIMYHE MOTH-
BHCAHOCTH Ja OyAy /1€0 aKTUBHOCTH YCMEPEHHX
Ha OMJIO KaKBa 1MoOosblIama (2).

3.2 dokycupame Ha pagHe
kopumthewem nojmosa HCO 9000

npouece

3axteBu crangapaa MCO 9000 (11) ce uzyua-
Bajy, y IIJbY M3HAJIAXCHa CPEICTaBa 3a JIaKIIe
MPUXBAaTamkEe MOCIeUIa Op3UX MPOMEHA Y BUCO-
KOIITKOJICKUM W MCTPAXUBAYKUM OMOIHOTEeKama y
CpOuju kao M mMoOOJbIIaka HE3a7A0BOJbABAjyhHX
pamHuX ycioBa u pesyiarara. CucteMarcko (oKy-
CUpame Ha 3aXTEBE 3a pajJiHe MpoIlece yKazyje Ha
no0pe u3riee 3a MoAPIKy OMOINOTEIKOM 0CO0-
Jby J1a TIOHOBO YCIIOCTaBU HEKE IMOCTYIIKE A00pe
npakce.

Beoma kpatka nedununmja nporeca Kaxe aa
jé TO CKyN aKTHBHOCTU KOjH Cy IMoBe3aHu Mely
coO0OM U y y3ajaMHOM JIeJIOBamy, YUME Ce yia3u
tpanchopmuiry y uznaze. MCO 9000 3axreBa na
ce mporecH npare u Mepe. [IpencnutiBame noxe-
IaBama Mpolieca npemMa NujbeBuMa OMOIHoTeKe

e cstablish an atmosphere in the library where
all staff are oriented to the users and provide
high-quality services (10).

Important processes that should be analysed
are acquisitions and cataloguing of library
materials. Important results are relevance and
accuracy of given information, accessibility of
library material, time needed for document
delivery from stock or through, level of
satisfaction with services expressed by users etc.
Modern theory of total quality management
emphasizes that all decisions should be founded
on facts. Gathering and analysis of statistical
data describing the processes and results of
library services are an important part of the ISO
9000 standard.

In the difficult times of economic transition,
preparing librarians for such quality management
could help at least a number of potential
participants by offering them adequate training.
Some experiences of the ISO 9000 training
showed that people could gain more self-respect
from their own motivation to be part of the
activities directed to whatever improvements
than was the case before training (2).

3.2 Focusing on working processes using the
ISO 9000 concepts

The ISO 9000 requirements (11) are studied
with the aim of finding the means to more easily
accept the consequences of rapid changes in the
academic and research libraries in Serbia and to
improve unsatisfactory working conditions and
their consequences. Systematic focusing on the
requirements for working processes indicates a
good prospect of supporting library staff to re-
establish some procedures of best practice.

A very short definition of a process says that
it is a set of interrelated or interacting activities,
which transforms inputs into outputs. ISO 9000
requires the processes to be monitored and
measured. The re-examination of the adjustment
of the processes to the objectives of the library
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1 HagpeheHe opraHuW3aiyje je AyKHOCT pajHHKa
33y KEHOT 3a MHTamba KBanureTa. Mepeme, aHa-
JM3a ¥ TpoliecH MoOoJblIaBama YKIbYUyjy KOpeK-
TUBHE W TPEBEHTHBHE aKIHWje 3a MOOOJbIIame
y4HHAKa OpraHu3aImje.

HmniemenTanyja npomueca ykjbydyje KoMy-
HUKalMjy, oOaBemTaBambe, OOYKYy, YIpaBbambe
poMEeHaMa M YKJby4eHOCT ynpase. CBe oBe Teme
MOTY C€ YKJbYYUTH y 00pa3oBHE aKTHBHOCTHU jep
MOTy OWUTH TpUMEHEHE Y OMOIMOTEYKO] MpaKCH.
JacHo je nma Oubnmorekapw Tpeba Ha YaCOBUMA
o0yKe Ja MpeucrnuTajy CBE pacloyIOKUBE U KO-
puirtheHe pagHe TOKyMEHTE, Kao HITO Cy MPUpPYY-
HUIIM, CTaHAAP]U, YIIyTCTBA, UTA. Y LUJbY OIMHUCH-
Bama OMOJMOTEYKHUX MpoIleca W IMOCTH3ama II0-
KEJHHOT 1oboJbinaBama. Ilicame Heke akTyeiHe
JOKyMEHTAIlMje O KBaJIUTETy, Koja Mopa OWTH
pAacIoyio’KuBa CBUMA KOJU Cy YKJbYUEHU Yy pajiHe
IpoIiece, caMo je jeaH OJ HEONMXOHUX 3aJaTaKa
3a OHE KOjU Cy NocBeheHU KBaTUTETy pe3yirara
pana.

Meby acnekruma cranaapaa MCO 9000 xo-
JH je yTUIIAa0 Ha BHUXOB M300p 3a KopuITheme Y
Oynyhoj peammzamuju mpojekTa MOOOJbIIaBAHA
KBaIMTeTa OMOIMOTEUKOT paja, jelaH O HajyTH-
najHUjux Omia je cTpykTypa OazupaHa Ha mpolie-
cuMa, Koja je caapikaHa y IUKIyCuMa Mmo0OoJbIa-
Bama, MeEToAoNorvja mox umeHoMm Ilmanupaj-
Ypanu-Ilposepu-Jlenaj (12). Cam crangapma mo-
TBphyje 3Hauaj mpoMeHa M CTOTa CHUCTEMATCKU
yrpahyje KOHTHHyHpaHO 00pa3oBame 0co0Jba.
HctpaxuBauku acnekT meronoinoruje ITnanupaj-
VYpanu-IIposepu-Jlenaj Moxe qa MHCITUPHIIE U J1a
MOJICTHYE Ha aKTHBaH CTaB OMOJIMOTEKapa y CBUM
yJIa3HUM U M3Ja3HUM IpolleCcMMa M Ha OJroBa-
pajyhe peakiuje Koje ce jaBibajy Kao MOCIEIHIA
cTedeHor 3Hama. Mmm, kako ayrop [Iua MexHud
Kaxe: «Y cpiy OBOr Ipoleca MoO0JbIIaBama
jecTe COICTBEHO CBECHO pa3yMeBame CBOje
npaxce» (13).

4. ITUJbEBH
OBPA3OBHUX AKTUBHOCTHU
3A ITOBO/BITABAILE KBAJIMTETA

I'maBHu mm/b 00pa3oBHE AaKTHBHOCTH, HIIP.,
HEKOT' Kypca 3a OMOIMoTeKape BHCOKOIIKOJICKHUX
U Hay4YHUX ycTaHoBa y CpOuju, Moxe ce nepuHu-
caTu M Kao oOpa3oBame M o0ydaBame OMOJIHO-

and the parent organization is a duty of whoever
is charged with the quality issues. Measurement,
analysis and improvement processes include
corrective and preventative actions for
improving the performances of the organization.

The implementation of the processes
includes communication, awareness, training,
change management and management involve-
ment. All these topics can be included in educa-
tional activities because they can be applied in
library practice. It goes without saying that
librarians should in learning sessions re-examine
all available and used work documents, such as
manuals, standards, guidelines, recommenda-
tions, etc, in order to describe library processes
and achieve their successful improvement. Wri-
ting an actual quality documentation, which must
be available to all those involved in the working
processes, is only one of the necessary duties of
the people commited to the quality of the wor-
king results.

Among the aspects of ISO 9000 that influ-
enced their selection for use in the future
implementation of the library work quality im-
provement project, one of the most influential
was a process-based structure contained in im-
provement cycles and referred to as the “Plan-
Do-Check-Act” methodology (12). The standard
itself confirms the importance of change and
thus systematically embeds continuing education
of the staff. This research aspect of the metho-
dology Plan-Do-Check-Act may be inspiring and
supportive of an active attitude on the part of the
librarian in all process inputs and outputs as well
as his/her appropriate reactions that should lead
to an improvement as a consequence of acquired
knowledge. Or, as the author Jean McNiff says:
“At the heart of this process of improvement is
that person's own conscious understanding of her
practice” (13).

4. OBJECTIVES
OF EDUCATIONAL ACTIVITIES
FOR QUALITYIMPROVEMENT

The primary goal of an educational
activity, for example, a course for academic and
research librarians in Serbia, can be defined as
education and training library workers in

13
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TeYKHX PAJIHUKA ca HH/bEM J1a MOCTaHy npode-
CHOHAJIIM MocBeheHU CTATHOM MO00/bIIABALY
npoueca 3a Koje cy 3ay’KeHu y JaHly 0uodiu-
oTeuykux pyHkHuja. Ako OubIMOTEKapH Kee aa
¥UMajy W CHelHjaIn30BaHe KypceBe, OHU CE MOTY
MOJICTIUTH MpeMa TUTIOBUMA OMOIMOTEKa: a) BUCO-
KOIIKOJICKe Oubnuorexke (ca Moryhom nasom
MOJIEJIOM Ha YHUBEP3UTETCKE, (aKyITeTcKe, o/ie-
JbCHCKE W Jp.) u 0) HCTpaKkMBauke OMOIMOTEKE,
WU TIpeMa BeJUYMHH, HIp. Ha Mane (1-2 pamgHu-
Ka) U BenuKe (BUIe o1 2 pagHuka). OUurieaHo je
Jla MHCTPYKTOpHU 3a Behe OuOIMOTEKE MOpajy na
UMajy TOYy3JaHO U aHATUTUYKO 3HAWkE O IMpOoIle-
cMMa KOju MOTy OOyXBaTUTH BeoMa crerupuIHe
7eTajbe, jep HEeKM MOJa3HUK Kypca MOKe OWUTH
BEOMa 3aMHTEpPECcOBaH 3a bUX. 300r yIITeae Bpe-
MEHa TaKBa MHUTamka MOTY CE pa3MaTpaTH 3aj]laBa-
BEM MMOCEeOHUX 3a7aTaka, HIIp., ToMahux 3aaTaka
Koje ciymranarn Tpeba Ja Hamuile WK MpecTaBu
0JIOK JThjarpamMom.

Y 1mupy mocTH3ama OBOT TJABHOT IUJba,
OpraHM3aToOpH Kypca MOpajy MpeTxXoJHO Ja
U3JIBOj€ M peannsyjy cienehe 3amaTke:

1.1 wspaautn undopmMaumroHe 1 00pa3oBHe Ma-
Tepujajie pagu uHpopMHUcamkba OUOIMOTEUKHX
pagHuka o MoryhHOCTH &a ce mpuKJbyde oOpa-
30BHUM aKTHBHOCTUMA - OOMYHOM TIOIITOM WU
e-momrtom, tenedonom mwiu axcom, HIp.: Q mo-
pykama, 00jaB/beHUM YJIaHLIMMA, CKPUNTaMA ...;
1.2 wuzalpatu u pa3BuTH 00pa3oBHe aorahaje —
KypceBe, ceMUHape, pajMoOHMIe, CKYIOBe, Ipe-
3eHTAIlMje U NMpeaaBama, Kako OM MpeHenu/ pas-
MEHHITH/ 00y YMIIN/IeMOHCTPHPAIIN/TIPeACTABHIN
uHpopManmje/3Hame/BelITHHE;

1.3 ucnuraTy ¥ pa3BUTH aNTEpHATUBHE (hopMaTe
00pa30BHUX MaTepHjajia WIA AKTUBHOCTH U OJI-
roBapajyhe merozne HCIOpyKe KOju Ou Oumimu
MOTOJTHU 3a pa3He THUIMOBE KopuInhema /Kopuc-
HUKa, HIIp., MITaMIIaHe TEKCTOBE, €-U3BOPE, CIIaj-
JIOBE HAa UHTEPHET MPE3CHTALU]U;

1.4 pa3BuTH IUIAH 32aTAKA U TECTOBA Yy IUJbY
MOJICTUIakba TTOJIa3HUKA J1a Ypaau 3aJaTKe U u3a-
he na ucrnure;

1.5 pa3paauTu cucteM BpeaHOBamba 00Pa30BHUX
MaTepujaja, 3ajaTaka, MPHCYCTBOBalba U
ydyemha y LUy pa3BpcTaBama pe3yJiarara u
nocruruyha nmosaznmkas

1.6 mpuUnpeMUTH CHCTEM OLlEHLMBaMKba Y KojeM he
MOJIA3HUIM BPEeIHOBATH 00pa3oBaHE MaTepu-
jare, 3amaTke u morahaje.

order to be professionals with commitment to
continuous improvements of the processes
they are in charge of in the chain of library
functions. If librarians want to have specialized
courses they can be divided according to library
types: a) academic libraries (with a possible
further subdivision into university, department,
division and college libraries) and b) research
libraries; or according to size, for example, small
(1-2 workers) and bigger libraries (more than 2
workers). It is obvious that instructors of courses
for bigger libraries must have a reliable and
analytical knowledge about processes which may
encompass very specific details since these
details may be of special interest to a learner. For
reasons of time saving such issues can be dealt
with by giving the learners special assignments,
e.g., homework to be written or designed in the
form of flowchart.

In order to achieve the primary goal, the

organizers of the course must previously select
from and implement the following tasks:
1.1 create information and education materials
in order to inform library workers to join
education activities and educate them by mail,
e-mail, phone or fax, e.g.: Q messages, pu-
blished articles, booklets...;

1.2 select and develop educational events —
courses, seminars, workshops, meetings,
presentations and lectures, in order to transfer/
exchange/teach/demonstrate/present
information/ knowledge/skills;

1.3 examine and develop alternative formats of
educational materials or activities and of
corresponding methods of delivery to make
them suitable for different types of use/users,
e.g., printed papers, e-texts, PowerPoint slides
on a web site;

1.4 develop a plan of assignments and tests in
order to induce learners to complete tasks and
pass exams;

1.5 work out a system for the evaluation of
educational materials, assignments, attendan-
ce and participation in order to grade learners'
results and achievements;

1.6 prepare a system for the evaluation by
learners of educational materials, assignments
and events.
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5. OBPA3OBHU MATEPUJAJIN

[TpenumuHapHe 00pa3oBHE aKTUBHOCTH, edu-
Hucane Q - MPOjeKTOM, 3aMHIIIJBEHE Cy Kao 00e3-
oehuBame 00pa30BHMX MaTepHjaja KOju ce Tme-
PUOIMYHO HCTIOPYUyjy OmbOimorekapuma. Peanm-
3yjy ce y o0nuKy nucanux Q mopyka — nopyka 3a
KBAJINTET — KOje MHULUPA]y OuOIHOTEeKape, Ko-
pak 1o KOpak, y mpoueaype HajooJbe mpaKce Tako
na Ou 6mbiamoTekapu Moriu na mpobajy aa pane
M0 HHUMa Ha CBOJUM PaJHUM MECTHMA U Y PUTMY
KOju UM ozaroBapa. HeHamerspuBo, yBOjE ce je-
(¢uHHIIMje TTIOjMOBA M3 CTaHIapAa KBaJUTETa I0-
BE3aHUX ca OMOIMoTeukuM eHtuteTnMa. Iloctoju
HaJa Ja OHE MOTY Jla MHCIIUPHILY CTaJIHa M000Jb-
IIaBama Ipoleca OUOIMOTEUKHX Tpoleca |
KpajlbuX pe3yiTaTa M y OKOJIHOCTUMAa KOje J0-
MYIITajy cCaMO CKPOMHE MTOMAKe.

VYka3uBambeM Ha y3pOYHO-IMOCIEANYHY BE3y
mpoleca U Mucuje Oubamoreke, Kao M kbeHe Hall-
pehere 0Opa3oBHE WM UCTPAKUBAYKE yCTAaHOBE,
npBa Q mopyka nojaceha Oubnuorexkapa Ha HEJO-
MIyCTUBO 3aHEMapeH 3Hauaj IUIaHUpamba U W3Belll-
taBama (14). JIpyra Q mopyka noceehena je He-
nocrajyhuMm mogammma y aHketama 3a OuOimo-
TEYKO MOCIIOBAKE a YKJbYUyje KOMEHTape U YIyT-
CTBa 3a MCIpaBHE HaYMHE MPUKYIUbaka MoJaTaKa
U TnonymwaBamwe ynutHuka (15). ¥V uuiby motuu-
cama JbyIU 32 T€ aKTUBHOCTHU MOHYyleHe cy Mo-
ryhHOCTH M 00JMIIM 32 ydYeme Kpo3 pasHe Jora-
haje.

Jla Ou ce momuo 1o u3BemITaja koju he mpo-
JEeKTHU THM W €IyKaTOpH KOPUCTUTH Kao o0pa-
30BHHM Matepujai, 10 Kpaja MpeTuMHHAPHUX 00-
pa30BHUX AaKTHBHOCTH Tpeba Ja ce MpHUIpeMu
Oporurypa ca HacIoBoM «(Q mpojexat: 06pa3oBHe
AKTHMBHOCTH 32 mno0o/blIame KBaJUTeTa OH-
oamoreukor paga». Ona Tpeba naa YyKIbY4YH
uHpopmarje o mnpBoM neny Q mpojekra
3ajenHurre:

1. motpeba 3a 0Opa3oBameMm;

2. MecTo W BpeMe OOpa30BHUX aKTHBHOCTH
Koje cy Beh onpxaBane;

3. UWJBbEBH, caapxaj WU omcer/oouMm obOpa-
30BHOT Pajia;

4. peanmmsaija 0oOpa30BHUX AaKTMBHOCTH Ha
paaHUM MCECTHUMA,

5. pe3ynTatM MOCTUTHYTH KOpHIThemeM Be-

5. EDUCATIONAL MATERIALS

Preliminary educational activities, defined by
SALA’s Q project, are conceived as providing
educational materials periodically delivered to
librarians. They are implemented in the form of
written messages — Q(uality) messages — that
initiate librarians, step by step, into the best
practice procedures so that the librarians could
try to work on them in their working place and to
the rhythm appropriate to them. Without being
intrusive, Q messages introduce the definitions
of quality standard concepts related to library
entities. The hope is to inspire continual
improvements of library work processes and of
final results in circumstances that allow only
modest advancements.

Indicating the causal relationship of the
processes and the mission of the library as well
as of its parent education or research institution,
the first Q message reminds librarians of the
inadmissibly neglected importance of planning
and reporting (14). The second Q message is
devoted to the omissions made in the
questionnaires for library work and includes the
comments on and instructions about correct
ways to collect data and fill in the questionnaires
(15). In order to motivate people for these
activities, all possibilities and forms of learning
are offered through diverse events.

In order to obtain a report which will be used
as educational material by the project team and
the educators, a booklet entitled «Q project:
educational activities for library work quality
improvement» should be prepared by the end of
preliminary educational activities. It should
include the information about the first part of
SALA’s Q project:

1. need for education;
place and time of the educational
activities which have already been held;

3. goals, content and scope of the
educational work;
4. implementation of the educational

activities in librarians’ workplaces;
5. results achieved by the use of skills from

15
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IITHHA U3 IPUMEHE Haj00Jbe MpaKce;

6. BpeaHOBame M O/1aBamk-C MPHU3HAKA OHOIH-
OTeKapHuMa 3a pe3yJITaTe;

7. nucemuHanyja uHpopMaiuja o 0OpazoB-
HUM aKTHBHOCTHMa # Q TIPOjeKTy Yy
LEITNHU.

6. OBPA30BHU 1OI'ABAJ: PAIMOHULIA

[IpBy pamuonuity koja he oOyxBaTuTH TIpo-
O6nmemMe ympaBibarba KBAIUTETOM MPOjeKTHH TUM
MJIaHUpa Ja opranusyje y npBoj monoBuHu 2006.
r. Ona Tpeba na okynu OUOIMOTEKape ca HEKUM
HUCKYCTBOM y TOj obnactu. YKymad uma oko 250
BHUCOKOIIKOJICKUX Onbnuorekapa y CpOuju u oKo
MOJIOBUHE HHUX Cy aHTaXOBaHU Y YMPaBIbabY
cBojuM Oubnmorekama. To cy OubGmuoTekapu
KOjuMa je Hajupe moTrpebHa oOyka oBe BpcTe. 3a
yCIIEUIHY paJMoOHMIy Y O] He Tpeba na Oyne
BHIIe 07 15 Jbynu y Tpymu, IITO 3HaUU Ja Tpeda
Ia ce opraHumsyje Hajmame 10 paanoHHMIa — 1O
jenna y Humry u Kparyjesiy, Tpu y HoBom Cany
u 5-6 y beorpany.

[Tnan pagronuie 61 MOTA0 J1a U3IJIea OBAKO:

1. YBogx y ympaBbame KBAINTETOM 34
oudauorexe (YBoaHo npenaBamwe —30 MuH +
NUTama)

2. ®opmyaaunmja 3agatka (Busuja m mucuja
BHCOKOIIKOJCKUX Oubanorexka) (Tumcku
paj HA HEKOM TpuMepy - 45 MUH)

3. Cratuctuka M Mepeme YUYHHAKa OuodIU-
orexke (YBoaHo mnpeaaBame - 30 mMuH +
NMUTAKA)

4. Cratuctuxka — Ilopehewe mehynapoanor
CTAaHJApJa M CTATHCTHYKHUX MOAATAKa Yy
CpOuju (30 Mun + nurama

5. HajBaxkuuju mnoka3are/bu
YYHHaKa BHCOKOIIKOJICKe
(Iuckycuja - 45 munyra)

6. Kpatku caapikaj paamoHuie ¥ MJIaHH-Pamba
Oyayhux akTUBHOCTH

32 Mepeme
onoaInoTeKe

MoryhHocT na GubnuoTekapu Cyrepully Ha-
YMH Ha KOju he ce cmpoBoguTH O0yKa 3a HHX
octaje u aajbe orBopeHa. Hajsehu neo oOyke he
C€ BEpOBATHO M3BOJUTH pa3MEeHOM HH(opMaIuja
U e-TIOIITOM. Y TOM CMHCIY j€ YCIIOCTaBJbEHa
3aceOHa enekTpoHcka azapeca y Cekperapujary
3ajenHurre.

the applied best practice;

6. evaluation and recognition of librarians’
results;

7. information dissemination about the
educational activities and Q project as a
whole.

6. AN EDUCATIONAL EVENT:
A WORKSHOP

The first workshop on quality mana-
gement problems will be organized by the
project team in the first half of 2006. It will bring
together librarians with some experience in this
area. The total number of academic librarians in
Serbia is around 250, and half of them are
engaged in management of their libraries. It is
those librarians who need that kind of training
most. For a successful workshop there should
not be more than 15 people in a group, meaning
that we should organize at least 10 workshops -
one in Nis, one in Kragujevac, 3 in Novi Sad and
5 or 6 in Belgrade.

The workshop plan would be:

1. Introduction to quality management for
libraries (Introductory lecture - 30 min +
questions)

2. Formulation of the task (Vision and mission of
academic libraries) (Team work on an
example - 45 min)

3. Statistics and measurement of library
performance (Introduction lecture - 30 min +
questions)

4. Statistics - Comparison of international
standard with statistics in Serbia (30 min +
questions)

5. Most important indicators for academic
library performance measurement (Discussion
45 min)

6. Summary of the workshop and planning of
future activities.

The possibility for librarians to suggest the
way they would like the training to be conducted
is also left open. The majority of the training will
most probably be conducted through information
exchange and tasks by e-mail. For that reason, a
separate e-mail address was established at
SALA's headquarters.
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7. 3BAK/bYYAK

[Tomro ce mpBuM Kopamu 3a yBoheme
cCHCTeMa 3a YIpaBJbakbe KBAJTUTETOM CacToje y
dbopMynHcamy MHCH]j€, ICKa3a BU3U]jE U TUIAHOBA,
OBEe TeMe Mopajy nma Oyay mpeaMeTH mparehux
00pa30BHMX AaKTUBHOCTH. IbHXOB 3HawajaH 1eo
HY>XKHO Tpeba na Oyne nmocBeheH yno3HaBamwy Ou-
OlMoTekapa ca TIpernopykamMa W HoTpedoM Mpu-
xBaTawa cragaapga MCO 2789, NCO 11620 u
crannapaa ksanurera MCO 9000. I[IpenumunapHe
00pa3oBHE AaKTHBHOCTH KOje Cy IOKpPEHyTe 3a
OMOIMOTEKape BHCOKOIIKOJICKUX U HCTPaKWBaU-
KUX YCTaHOBa HaMEH-CHE Cy CTHLAIKY 3Hama O
OWTHUM IIOJMOBHMA W3 OBUX CTaHIapaa U MOTH-
BHCamy OnOIMoTeKapa Ja yJioxKe Hamope y mpas-
Iy o0oJbIIaBaka KBAIUTETA PaHHUX MPOIIeca.

One he Ha cMYaH HAYUH OWUTH OJ KOPUCTH
U eyKatopuma y Oupamy oAronapajyhux iumbe-
Ba, nmorahaja, oOpa3oBHMX MaTepujajia U HauyWHA
IbUXOBE UCIIOPYKE, Ka0 U BpeAHOBama y cienechoj
($a3m 00pa30BHUX aKTUBHOCTU. YKa3yjyhu Ha y3-
POYHO-TIOCIENYHY Be3y u3Mel)y pagHux mporeca
y OMOJMOTEYKOM IMOCIIOBaky M MHUCH]e OnOIH-
oTeke, kao u HajapeheHe oOpa3oBHE MM Hay4yHe
ycraHoBe, nipBa Q nmopyka nojaceha 6ubimorekape
Ha HEJOMYCTHBO 3aHEMapHUBame 3Ha4aja TUTAHU-
pama u u3BemTaBama. Metononoruja Ilnanupaj-
VYpanu-Ilposepu-/Zlenaj u3 crannapaa UCO 9000
Ouhe jemHa o MPBUX JIEKIHMja KOja MOKE OJIaKIIa-
TH npexacrojehe ycBajame 3axTeBa U3 HOBUX Bep-
3uja 6ubnmmoreukux crangapaa: MCO 2789: 2003
(xoju ce mpeBoau Ha cpricku), kao u UCO 11620
YHje je HOBO M3/amke MPe/ 00jaBJbHBAHEM.
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