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XpnuarodoTnon

To mapov eKMALOEUTIKO UALKO €xel avarmtuxBel ota
riAailolo Tou ekmotdeuTIKoU £pyou tou dLtdbaoKova.

To €pyo «Avolkta Akodbnuaika Madnpoata oto lovio
Mavemotnpo»  €xeL  xpnUotodoTtNOEL  MOVO TN
avadlopopPpwon tou eKALOEUTIKOU UALKOU.

To €pyo ulomoleitol oto mAaiolo tou Emuxelipnolakou
Mpoypappatoc «Exkmaidevon kot Ata Blou Mabnon» ko
ouvyxpnuatodoteitar amo tnv Eupwrnaikn Evwon
(Evpwmaiko Kowwviko Tapeio) kat oo eBvikouc mopouc.
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Adcgiec Xpnong

To mapov eKTTALOEUTLKO UALKO UTTOKELTOLL
oc adelec xpnonc Creative Commons
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Mapd TauTa UTTAPXOoUV CNMAVTIKOi Adyol TTou eTTIBAAAOUY Kal oTI¢ BIBAIOBRKES

TNS XWPAS MAC TNV TTAPOXN TTOIOTIKWY UTTAPECIWY. Z& AUTOUG CUYKATAAEYyOVTAI:

1.

EAMceipeic o diaBéoipouc olkovoudIKoUg TTopoucg yia TIC BIfAIoBRAKES, TN OTIyHN
MAAICTQ TTOU OI ATTAITACEIC VIO TrapoXr TIEPICOOTEPWY KAl ETTITTPOCBETWY
UTTNPECIWV AUEAVOVTAl CUVEXWC.

H avdykn TTapoxic idlwv i TTEPICTOTEPWY UTTNRECIWY XWRIC va audvovTdl ol
QVAYKEC Ot TTRPOCWTTIKO 1] AAAEC TTNVEC VI TNV KAAUTEPN eEuTTNPETNON TWV
XPNOTWV.

O1 TTpoadokKiec Twv ¥pnoTwy Twv BIBAIoBnkKwy TTou peTaBdAAovTal dIAPKWE wW¢
ATTOTEAECHA TNC CUVEXOUC TeEXVOAOYIKNAC eEEMENGS. O1 xprioTeg Twv BipAioBnkwy
Ma¢ atraiTouv dpeon Kal  ypriyopn TpocPacn oTtnv  TTAnpogopid, TTou
avainTouv, yeyovoc Trou  emIBAAAel TV e€aoc@dAion  TTpOnyMEVWYV
QUTOHATOTTOINHEVWY CUCTNMATWY TTROCRACNC aTNV TTANPoPopia.

O avraywvioudg PeTalu Twv BIBAIOBNKWY oTnv dyopd TTAPOXAS UTTNPECIWY
TTANPOPOPNONC EVTEIVETAI GAO KdI TTEPICTOTEPO.
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1. Diirection
Clear directicn allows crganizational alignment and a focus on the achievement
of goals

2. Flanning
huteal by agreed plans translate crganizational direction into actions

3. Customerrs

Understanding what o ients value, now and in the fulwre, influences oganizaticnal

direction, strategy and action

4. Processes
To improve the cutcome, IMmprove the system and its sssociated processes

5 People
The potential of an crganisation 5 realsed through its peocple’s enthusiasm,
rescurcefulness and participation

6. Learnirng
Continual improvement and innowvation depend on continual learning

7. Gy stems
All people work in asystemnm; ocutcomes are improved when pecple work on the
system

2 Data
Effective 1=se of facts, dats and Enow ledge lesds to improved deckiocns

9. Variation
All systerms and processes exhibit variability, which impack on predictabil ity
and performance

10, Coarrumu nity
Crganisations provide value to the community through their actions to ensure
a8 clean, safe, fair and pros perous society

11. Stakeholders
Sustainakbility is determined by an crganieation’s ability to oreate and deliver
value for all siskeholders

12. Leadership

Senior Leasdership's constant role-model ling of these principles and ther coeation

of 3 supportive ernvironmeant to lve these principles, sre necessary for
the crganisation = reach its true potential.

12 ApXEG yla T
Awoiknon
Mowotntog



Napadelyua: molotnTa ya pa AKod npaikn

BIBALOONKN ... a0 TNV TAEUPA TWV POoLTNTWV

Client Expectations Performance Measures
group Ind ic ators
Students |« Service excellence Access to resources o % Naterialz

Knowledge and
understanding of
neads

Skills to identfy,
locate and evaluate
information
Access to resources
and facilitias

Collections relevant to
their needs

Client zatizfaction

Access to information
literacy

Facilities use rate

immediately available
Shelving accuracy
Databasze uzage

Yo Clients =atizfied
(Rodsla Customer
Survey)

Number and type of

chent feedback incidents

Number of clients
participating in
information literacy
tuition

Wotkshop evaluations

Facilities use
Entry gate counts




Napadeypa: mototnTa yia pa Akadnuaikn BiBALodONKnN ...
armo TNV nMAgupaA TS SlolkNonC Tou NMoVeMLoTNULOU

Client Expectations Performance ‘ Measures ‘
group Indic ators
University « Leadershipin the Leadership »  Number of staff
Executive library and effechivensss involved in professional
information committess
¢ o by » %5 Siratepic plans
o Satizfaction of the achieved
scholarly information + Benchmarked leadership
neads of the realtz
Universty
» Expertize in the Effective budget » Expenditure against
navigation of complex | vilisation targets
and diverse scholarly « Processing costs
information . -
snvironments Client stakeholder o % Clients satisfied
« (Costefficient zafisfaction o DMumber and tyvpe of
operanon clhient feedback incidents
« Number of chients using
zefvices
Information Rezources - diture azai
Fund uzage » Expenditure against
= targets
o Cost of supply
+  Speed of supply
« Collection relevance 7




O anMwWTEPOC OKOTIOC QLUTNC OELPAC +  (Performance)

6 )\’E ’ ' e (Features)
LAAECEWV... N KATAVONON TIPAKTLKWYV . (Reliability)

epappoywv dtaopaAlong tnG moLOTNTAC  +  (Conformance)
e (Durability)

Quality Assurance for Users in * (Serviceability)

Libraries & Information Centers \ ) (Time)_
through ISO 9001:2000 Standard Alacpahion oG - (Behavioral)

| npPo¢ OIAOTACEIC «  (Accessibility)
! TNG NOIOTNTAG .«  (Accuracy)

1
Dr. Harish Chandra

Librarian

e (Courtesy)

e (Comfort)

e (Competence)
e (Credibility)
 (Dependability)

Indian Institute of Technology Madras &

www.harishchandra.com

* (Responsiveness)

ﬂ Quality Assurance

e (Security)
Quality Assurance is the part c.Jf.quaIity e (Safety)
management focused on providing
confidence that quality requirements e (Efficiency)
will be fulfilled. Wikipedia defines
Quality Assurance (QA) as a set of
activities intended to ensure that e (Flexibility)
products (goods and/or services) satisfy
customer requirements in a systematic,
reliable fashion. e (Promptness)

e (Effectiveness)

(Honesty)



All libraries

hlain libhrary

Diimension Statements hilean Ranlk Llean REanl

Responsiveness Helps me Iocate and retrieve information 2.51 1 .30 i
cifectively on my own

Tangibles Have facilides for individual studw 3.0 = 33 o

Feliability Have information resources that support 3.7 32 3.24 %
interdisciplinary study needs

Eeliabilitys Enable me to use information online 346 < 3.25 8
whenn and where I nieed it

Empathy Staff who instll confidence in library 2,42 5 2.45 2
u=ers

Kesponsiveness FProvides prompt service 3.37 5 3.21 1

Assiirance FProvides training in the use of 3.36 i 3.24 10
information sowurces

Kesponsiveness Help= me handle the softwaire and 3.35 = 3.38 3
related technologies used to access
clectromic information

Reliability The order and mamtenance of materials 2.25 o 3.28 <
on Library shelves

Assarance Staff who are consistently courteous 325 10 3.08 17

Empathy Villingness to help me 3.25 11 319 12

Tangibles Have spaces for group and eam study 227 12 3.08 1&
needs

Einpathyv Staff who understand my informmation 3.22 13 3.1=2 12
needs

Feliability The awvailability of books and jownnals 3.21 14 3.07 16
listed in Library catalogs

Kesponsiveness Provides services as promised 315 15 3.2 11

Assuranos Staff who have the Inowledge to answer 2.16 15 210 15
my question

Keliability Have electronic resources (e.gr. e-journals, .14 17 .07 18
data files, online Indexes) I need for my
work

Reliability Dependable in handling my =ervice 3.11 1= 3.30 &
problems

Keliability Service hours are suitable 3.00 1a 2.18 12

Keliability Have printed bhooks and journals I need 3.08 20 3.00 22
for my work

Fesponsiveness Timely docimment delivery/interlibraly 3.07 21 3.01 Z1
loan

Tangibles The avallability of working photocopiers 281 AL 3.01 20

Tangibles The avallability of computers and 2.76 23 205 23

printers



Mvokas 2. o popet vo pespyfiet ) 2010mTo Tov T0pEFONEEY DMIPECIEY 0L
Bafirobine: Xpnon me ioras ererpon

+ = GTONEWD R0 |Rapel va anavendel jz eva NAL ) ave OXI

A = umpeqia ov pmopel va EAepyBEl PECD GETETOMNWAG TOPEMPNGS (KATE RPOTIMGY LEGH
Brvzcoxayepec)

T = uTnpedia 700 (IRaPEL vV EAEYYHEL IECH TAEPOVIKDY GovElL£2amy

0 = umpeaia oo pmapel va ekeyyel ueon OPAC

E = umpecio Tov mopel va EAEyyfEl JUEGH TOD JpOVOT ROD JPEOCTIE TId TV EEUTMPETIGT ToU
ipiomy

X = vmpeqa o0 mopel va ey Bel aT0 Tou; YpaTE:

A= Tmpema 100 E0pel va eAEyBE ED T WETPGT £V0; apuBluon GUYKEKDIIEVE TpLYHETAN

A= Umpea 00 jRapel va EheyyBEl KIVOVTAZ jia AIGTD GUYKEKPUIEVIDY TpayUaTay
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O epraoviopos: To repifiaiiov mapoyi)s vappeaav ko 1 repekafin viot

Evxolia
(+xmT) Mzopelva exel wavels mpocfacn otov OPAC peco Internet
(A xm A) O OPAC mopEyen mpocfacel; of EopeToa REpIObKmV Wl KaTahoyous aliov

Bifiiaobmeoy
(+ xm A) Ta Teppamka via v TpaypaTomoiney avalnmeenv otov OPAC envin folempa
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(+) On obmyisg genjom; even budecipe; on-line
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) [ovOTITE TPOGEOMGHOT ToU T1 akpific: YpelaleTa o YpNoT:
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YPNCTEY
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(A) AmBpo: Tecunpioy Tou £ KeBueTepnGa va xataloyoypagnBel
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(AxmX) Tompocunmun EAEY[E OV O JpNGTC EVE IKIVOROMUEVDS amd TV Ok fndm:ie
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Baolkec apyec draxeiplong tng
TTOLOTNTOLC

Customer Focus
Leadership
Continual

\ _ < Improvement
/ Quality Mutually Beneficial
Process Management Supplier
Approach > PI‘IHCIPIES /< Relationships
System Involvement of People
Approach

Factual Approach
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Apxec AOT yia tic Yninpeoleg
[MAnpodopnong

Adupdvovtag utTown OAd Ocd avagepbnkav w¢ Twpa Ba upTTopoucte va

ouvoWioel KaVEig TIC BacikoTepeS apXEc TIC OMKAC MoidTnTaC oTa £€r¢ onMEia:

1.

27N 6égpeuon Tn¢ Aloiknong Kal Tou TTpocwTTikoUu Tn¢ BiBAoBRkng écov agopd
oTn Hakpoxpovia e@appoyn evog cuoTthuarog Alaxeipiong OAki¢ MNoidtnTac.

2TNV TTpowBnon Kal evioxuon TS OUCIACTIKAG KAl ATTOPACICTIKAG CUMMETOXAC
OAWV TWV MEAWV TOU TTROCWITTIKOU Tn¢ BIBAIOBAKNSG oTn ARWn OUCIACTIKWY
ammo@doewy ot BEpaTa BeATiwong Tng amdédoong TnS BiBAIOBRKNG.

2Tn AQWn OuCIACTIKWY aTToPAcewyV PRacI{OdevWwWY Ot OTITd OTOIXEiA. ZTnVv
KateuBuvon auth KaBopioTikh eival n oUuhBoArl Twv gpyaAgiwv e@apHoync
OAikri¢ MolotnTag, 0TTwe Ba avaAuBouv TTApaAKATW.

27N ouvexn PeAtiwon Tn¢ amddoong TnS BIBAIOBAKNG MECW TNC CUCSTNMATIKAC
TTRPAYHATOTTOINONS EPEUVWY HETPNONS TNS ATTOO0CNE KAl KABORICHOU TTROTUTTWY
BeATiwong.

2TV ETMKEVTPWON ot Béuarta TToUu agopouv oTo Xprotn. H eEdptnon Twv
BifAloBnkwy atmd Toug XprioTeg cival oaenc kal adiapeioBntnTtn. M’ autd cival
aAvaykdio¢ o TTpocdIoPICHOC TwV TPEXOUCWY, OAAD Kal HEAAOVTIKWVY aAvVAYKWV
TWV XPNOTWV KAl n IKAvVOTToinon TwV dATTAITHOEWV TOUG. 2ZNHAVTIKO HECO
eTTiTEVENC TNCS apXn¢ auThc gival n diefaywyn EPEUVWIV IKAVOTTOINCNS XPNOTWV.
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ITAAIQ 1" Awpyavesen GEpvaplay JE GKOT0 TI) TEVIK] EMpPoppae of fzpara TTnomyras ko
] SEGUEVGT] OV

5
+  Tevi evmuepton oz Beuara Axgeipuan; Ohnmy; Towmrag
+  TIpocovaTolIouds Oy Fapoy) FOLOTIKEY DAMPEREY GT0 YpNeT > 1" ETAAIO:
¢ Tlpoypauuancyos pELLOVIINGY GEIVapIEY
¢ Toppemoy ot covebpe oo g
3. | ENEAIATMOY HTIELIATE A
LTAAIO 2° Mposrowasics ka opydvae
# Ivepomnon Opvevaruay; Emrpom; (OE) KATATPASH THE TPEXOYEAT EATANORNTAT TIE o
) . . ) . . EATATTAZHE THE BIBA AMATEFET TiRd YPRETIET #’ 27 ZTAAIO
¢  Emuocppoon OF novie g8 mo sSabueupeva Cnmuae Olmn: Moot teg
+ Empn::lplmmr] OF gyemd s ToV TROT0 EXTOVIGTS GTPATHYINOD GYECIOU EQEPUOTIY TG T T T e ———
Qnan; Tonommyrog E@APMOTHE IIOIOTHTAE )
¢ Empoppwon OF Gemka e Tov TPOTO KUTOYPRT) TS TREVOTOMOTS TOV OVEYKDY TO0 \
e EASOPEMOE [TPOIONTON, TAPEROMENAN
¥TIHPELION KAT XPHITON
LTAAIO 3% Evapy spappoyis
¢  ToyKpoTnon MATIRGY OUABEY EpYTLE; EETIMHTH ENTOITEMOE
_ . . 3. | AMATEDN TON 5. BATIKON
¢ Emudppoon Tov opdbev epynslo; CYETXG UE TOV  TpOTD YPUOTC TEV EOWTKGY HPEITON ATAATEATION
epyaeioy 3% ZTAAIO
¢ Egapuoy Epeova Tevooy; Ixavoroman; Xpnotay 7 | THLADTEEL OMAAEL EFTATIAT
¢ Emuoppoon oyEmkd pe Tov TpOTD eviomicuow Tov mpofinuemiov mEpojov wm
EVaSITONS KI EQUpUETT; ADGERY EVTIUETETION,
= | ANAITYEH AESTOTHTON |
LTAAID 4% Evenpdrao) ms Oluojs Tonyras o oles g Lovoupyics ms Bifiwofiimg /
+  Toykpomon exionuev opabav epyaaio; epappor; m; Olna; Mowma; 9| ETPATHIERD IiEAD |
¢ AopEplo TOpEIOMEVOV LAMPEMIGY PE GKOND TV IKOVOTOUGT TOV OVOYKDV TV . 4 TTAAIOD
1pnaray 10 | ATANOPETIROL TMEMATIEOE
¢  TIpaypaTonoinGT TaxTkoy EAEymv aliohoynan; Tow £b0T; TV TAPEFOUEVDY DTNpEcIDY TAEALAIMCE
.

¢  YioBenom pefobov km £pyalEiov IOV v ETIKEVIPOVOVI GTIV TKOVOTOWmGT] TOU JpaT



2uvoeon Yninpeowwyv — Avaykwv Xpnotwy —
[MAnpodoplakwyv MNopwv — Texvoloylag

defined by needs of
: }
- respond to needs of roups
Services nf&
& use resources -
Resources

Resources are collected,

organized, managed L}*
technology Technology
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H aAvoida tnc dtaodaiionc tng
TTOLOTNTOLC

IIvetomoinon Awmictevon

¢ 0

‘Evvoia OpI1ouoc
ApaocTnEidoTnTa ME Tnv OTroia KaBigpwvovTtal yia TTPpayHuaTIKAa
Turmrorroinon N/kal 1mlava TTpoBARuaATa, JdIAaTALEIC yIia KOIvi Xprpon Trou

(standardization)

ATTOOKOTTOUV OTN £€TTITEUEN TOU PBEATIOTOU PBABMOU TAENG o€ £va
OUVYKEKPIPMEVO TTAAICIO EQAPUOYNG.

lNporumo (stan-
dard)

‘Eyypa@o TO OTToio £€xel KaBIepwbOei Pe ouvaiveon Kal £€XEl

EYKPIOEi atTd £vav avayvwplouEvo (appuoddio) (popéO(.1

lMioromroinon
(certification)

Aladikaoia emmieBaiwong, MEOW eTTIBewpnong atrd €va TPITo
aveg¢apTnNTo @OpPEa, OTI TO OUVOAO TWV ATTAITACEWV TOU
OUYKEKPIMEVOU TTPOTUTTOU KOAUTITETAI ATTO  €va OUoThnua
TTo1I0TNTAC. H TTIcTOTTOoIiNON TTAPEXElI YPATTTH dlaBeBaiwaon OTI Eéva
TTPOIOV, MIa dlepyacia N HIA UTTNPECIA CUMMPOPQPWVETAl ME TIG
TTPOJIAYEYPAMMEVES ATTAITNOEIG.

Alarmriorsuon
(accreditation)

Aladikaoia ME TNV oOTroia évag appodIiog opéag TTapéEXEl
ETTiONMN avayvwplion OTI €vag Qopéag N TTPOCWTTO €ival IKavog
VO TTPAYUOTOTTOIE] €18IKA €pya.’




Tumormnolnon:
Oplovtia Entimeda Tumomoinonc

e EBvikN Tumomnoinon

(Anuloupyla mpotunwy og €BvVIKO eminedo, MPoKeLUEVOU va eEumnpetnOouv
Ol OVOAYKEC TWV KOTAVOAWTWY, TWV KATOOKEUOOTWY Kol OAWV OCWV
oXetilovtal He Eva IPoioV o€ €OVLIKO eTtimedo)

e Eupwraikn Tumormoilnon
(Mpotuma eviaia yLo Tov EVPWTAIKO XWPO)

e Awebvnc Tumomnoinon
(AleBvn eviaia Mpoturna)

e KaBeta Eninmeda Tumomnoinong

(KAadika Mpoturma Tumornoinong onwc ta tpotuTa yia Tig BLPAL0ONAKeC Kot
urtnpeoiec mAnpodopnong)



Tumomnoilnon otnv EAAada

* EAOT A.E.

EAANVIKOC Opyaviopocg Tumomoinong: Appodioc Dopgac ywa tnv
tunortoinon  (AwievBuvon  Tumomoinong &  AwevBuvon
EAektpotexViknc Tumtomoinonc)

e Teyvikec Emutporniec EAOT A.E.

Mepimou 90 entporneg kot 700 peAn-ekmpoowriouc popewv (Ty.
EAOT/TE 55 «Awaodpaiion Mototntacy).

e Opadec Epyaoiac

Mo tnv utoBonBnon twv Emttpontwy cuotivovtal opAdeC ELOKWV
€Tl EVOC CUYKEKPLUEVOU BEUOTOC ETILOTALOVEC.



Teyvikn Emvrponn 22
Eivon pia emtponn) tov EAOT, t ypappateio tng omoiag £xetl to Teyvikod
Empeintmpio EALGOOC
[opvOnKe To 1983
‘Exel og 6Komo v eKmdvnNo™ EAMANVIKOV TPOTUTTOV Kol TV ATOd0CT) GTNV

EAMANVIKN YADOGO TV TPOTOHT®V oL £kdidel ) Teyvikn Exttpormn ISO/TC
46

Amoteleiton amd oKTM HEAN KOl OVTUTPOCOTEVOVTOL OTO VTNV TO TeYViKo
Empeinmpio EALGOac, 1 EBvikn BifAoOnkm, n ' Evoon BipAtoOnkovouwv
Ko Emotuovev IIAnpoeopnong, 1o EOvikd Kévrpo Tekunpimong kot to
tunuo BipAtoOnkovopiac ko Xvotmudtov ITAnpoeodpnong tov TEI A vag

AnevBiveral 610 YOpo TV BiAoINKOV, TOV VANPECIOV TANPOPOPTONG
KOl TOV EKOOTIKOV 01KV

IIpooraBel va cuvoécel TV oporoyia Kot Tig KatevbBHvVeEeLS, OT®C
OTOTUTTMVOVTOL GTO TPOTLTO,

‘Eyxel eneepyacdel mpdtuma mov apopovv:
Tnv opydvoon tov BiprAodnkov

Tic exd0O0ELS KO TN GLYYPOPN

Tnv opydvmon twv TANPoPopI®dV

Tn texunpioon

O¢uata oporoyiog



MOIIAB (Movaoa Oikng ITowotntog AKaONUOTK®OV
BiAtoOnkov)

Yﬂoepyo mg Op1lovtiog Apdonc Axaonuaikaov BifAoOnkov pe v
enwvouio Aiktoo BiflioOnkwv Iopvuatwv Tpitofabuiog Exraiocvong

Xteydletal oto Iavemotuo loavvivev

‘Exel g 610%0 va cuuPdirel otn nebootkn cuykEvipmon Kot aSlOmoT
AVOALGT TV GTOXEIMV TTOV OPOPOVV TIG GVAAOYEC DAIKOV, TO TPOCMOTIKO,
TIC OUTTAVEC, TIC VIINPEGIEC KAOMS KOl TO YOUPOKTNPIOTIKA TOV AKOOT|LATKDV
B1BAoOnkaov e yopog pog

AnoPAienel oty aloddoynon tov Axaonuaikov BipAaodnkaov oty épevva,
oacKaiio, LAONON KoL YEVIKOTEPX GTO ETLGTNUOVIKG OPOUEVO TG YDPOS
HOG

Etval n poévn vanpecio 6e Bvikod eninedo, n omoia eEEOIKEVETAL GTN
GULAAOYT, EMECEPYOACIN KOl EYKOLPT TAPOVGIOCT] GTATICTIKMOV GTOLYEI®MV
oYETIKA e TIC Akaonuaikéc BiBAobnkec



Evpwrnaikn Tumomnoinon
e Opyaviopol Tumomoinonc:
— CEN (European Committee for standardization)

— ETSI (European Telecommunication Standards Institute)

— CELENEC (Comite Europeene de Normalisation
Electrotechnique)

— AECMA (Association Europeene des Contructeurs de
Materiel Aerospacial)

— ECISS (European Committee for Iron and Steel
standardization)



CEN: Evpwraikn Ertpornn
Tumomnoilnong
Evoppovion €Bvikwv mpotumwyv
MNpowBnon epappoyng mPoTUTIWVY
Anuloupyia Evpwmaikwy mpotunwy

Anplovpyia eviaiwyv dtadlkaolwy yLa Tnv eviaia avoyvwpLon
SLadLKaoLWV Kol CUCTNUATWY TILOTOTOLNONG

Juvepyaoia pe evpwraikn Emtpornn kot AAAoUC KUBEPVNTIKOUC
bopeig

Yuvepyaoia pe dlebvng dopeic tumonolnong



Eldn Tumomowntikwv Kelpevwy

e Eupwraikou ntpoturniov (EN)
(pE LoxV €BvikoU TPOTUTIOU LA TIC XWPEC MEAN TNC EE)

e Eyypado evapuoviong (HD)

(kelpeva avadopwv eBvVIkwv amokAloewv)

e Melpapatiko Eupwmaiko Mpotumo (ENV)
(kaAUTtTOUV EMElyoVOEC KAl UPNANG KALVOTOULOG TOUELG LE TPLETA LoXV)

e EkBeonc (CEN/CENELEC)

(ocupBouleutka Eyypada)



TuTtomoNTIKA Kelpeva TOANEC POPEC
evurtapyouv o€ Keipeva MoAtrtikwv tncg E.E.

Regulations : they are binding in their entirety and directly applicable in all
Member States;

Directives: they bind the Member States as to the results to be achieved; they have
to be transposed into the national legal framework and thus leave a margin for
manoeuvre as to the form and means of implementation;

Decisions: they are fully binding on those to whom they are addressed,;
Recommendations and opinions: they are non-binding, declaratory instruments;

White Papers: they are Commission’s documents containing proposals for
Community action in a specific area. In some cases they follow a Green Paper
Eublished to launch a consultation process at European level. When a White Paper

as been favourably received by the Council, it can become the action programme
for the Union in the area concerned.

Green Papers: they are Commission’s documents intended to stimulate debate and
launch a process of consultation at European level on a particular topic. These
consultations may then lead to the publication of a White Paper, translating the
conclusions of the debate into practical proposals for Community action.



AteBbvnc Tumormnolnon

e |SO (International Organization for
Standardization-AteBvnc Opyaviopog

Tumonoinong)

e |EC (International Electrotechnical Committee-
AteBvnc HAektpotexvikn Emntpornn)



SO [International Organization for
Standardization]

Eivon pio peydAn pun koPepvntikn
0PYAVMOO

‘Eva Aiktvo eBvikav Iopoudtwmv
TPoTOT®OV 157 yopov ue
KEVTIPIKT Ypappoteia otn I'evedn
H ovouoaocio tov mpoepyetot and
TNV EAANVIKT AEEN «1GO0»

‘Eyel mdvo and 16.500 o1e6vn
TPOTLTTO,

Agv €xel Kapio vouikn apyn yio
vo ETPAAAEL TNV EQAPLLOYT] TOV
TPOTOTOV TOV
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AleBvn Turnornowntika Kelpeva
e Awebvn Mpotumna (ISO n IEC)

e Texvikec EkBeoelc (Technical Report)
— EAAeWn opodpwviag
— EAAeWn MANPOUC EMLOTNHOVLKAC AVATTTUENC UTTO €€TOI0N
Bcpatoc
— Aladopormnoinon npwtoyevwy dedopevwy og 2XESLO
TUTTOTIOLNTLKOU KELUEVOU

e ObnyotISO /IEC

(umooTnPLKTKA Kelpeva 1N katevBuvtiple¢ odnyle¢ ocupPouAeutikov
Xapoktnpa)



KaBeta emineda tunonoinong

MONTANA
PUBLIC LIBRARY
S TANDARDS

Library Standards

for example,

AACR and ISBD:; Descriptive cataloguing of
library holdings

RDA: A major revision of AACR

MARC: Encoding of catalogue records
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H dtadikaola mopoywync mpoTutwy

Altnua yia Anuovpyia Mpotumou

‘EAeyxoc AvayKkalotntog

Auvvatotnta EKmoOvVNoNng

Oplopoc Appodiou

EAeyyxoc Yriopénc Texvikng Emttpomnnig Tumomnoinong
Yuykpotnon Texvikng Emttpomnng

Ekrtovnon 2Zxebiou EBvikou Mpotumnou

Anupoota Kpion Mpotumou

Avookornnon Mpotumou

‘Ekdoon Mpotumnou



Exkdoon Mpoturnou (Tautomoinon)

Dopéac Tunonoinong
Av&ovta AplOuo
‘Etoc Exkboonc

TitAoc Mpotumovu

IS0 9000:2005 Quality management systems - Fundamen-
tals and vocabulary

IS0 9001:2008 OQuality management systems - Requirements
IS0 9004:2009 Managing for the sustained success of an or-
ganization - A quality management approach

ISO 10005:2005 Quality management systems - Guidelines
for quality plans

ISO/TR 10017:2003 Guidance on statistical techniques for
I50 9001:2000

I50 100122003 Measurement management systems - Re-
quirements for measurement processes and measuring
equipment

ISO 10014:2006 Quality management - Guidelines for real-
1zing financial and economic benefits

IS0 19011:2002 Guidelines for quality and/or environmen-

tal management systems auditing



H rmiotomoinon

...QTTOTEAEL TO TPOIOV TNC EMITVEWPNONC KATA TNV
ortola eva Tplto aveéaptnNTo UEPOC, POPENC
riiotontolnonc, eéoo@alilel otL To cUOTNUX

JTOLOTNTAC EVOC 0pyaVvIoUoU (yia mapadEyua ULoc
UTTNPECTLOC TTANPOPOPNONC) EXEL CUUUOPPWUEL WC
JTPOC EVO TTPOTUTTO, KXVOVIOUO 1 TtpodLaypaqn ...

Mopeta tpoc tnv Notonoilnon



Katnyoplec emiBewpnoewv Kot
TiLoTonoilnon

Emibswonon Iodotovr Moovg | Ecwteor#ny EmBswmonon:
H emiBemonon Tov ALEVEQYEITOL OTO TAXITLO EVOS 00 YA V-
OUOT GTd ECwWTEQLXOUS avBouwmivous Topovs yia Aoyaol-
Qoo Tov [OLOV TOV OO YEVIOUOU.

EmibBswonon Asvrtepov Mepovg 1 Embswonon Ilooun-
Bevin: H smibesconon soyoldbov 1 moounBesvtoyv, awo
TOUVS OTOloUVS EVOS 00 YyavIOoUo; ToounBevstal Tootdvra 1
WITHOECTLES, TOV OLEVEQYEITOL Xal avaAauffdveTol yia Ao-
YHOLXOUS TOU 00V VIOUOU 1] OF CUVED YOTILO TOITOU (POOEX
e avBopwmivo SUvVaULxd TOV 00 yavIoUuoU.

EmbBesoonon Toitov Mépovg: H smifswmonon svoc ooya-
VIOUOU 1 oToia SLEVEDYEITOL aTd roofa avVEEAOTHTO Tou
wtd EMLBEWMONON 0o YavVIOUOT, VIG TOEQAOsIyUa aTd Evayv

dopsa IMiotoToinonc.



[Mopela poc tnv Motonoinon 2VoTNUOTOC
Awaxeiplonc tnc Mowotntag

IIOPEIA ITPOL THN IIIETOIIOIHEH

ZTAAIO 1: Avinwoly Opopergmg {avdduoy wdatour opélove, avdlvon vdouatog
ATEPEYNHEH ATIO THN AIOIKHEH ~— Kuard ISQ 9001:2000).

LTAAIO 2: Agapevar) mc Awiknone. [poetoyosio. yio motonoinaem. Exnoidgvon).

[IPOETOIMAEIA OPTANIEMOY Avopépgacn apyked EATL Emlop) gopéa motomoinens ke opyikés
enages. Avasromon & eykpion EAIL

LTAAIO 3: Lovepan ecwtepik@v avaskomosny. Kavovik Aimon oe EmAeypévo

[ITTOIOmMEH ATI0O APMOAIO ®opéaIhotomoinonc Kavovikiy aioddymaon. Awopbatkes Evepyeec ko

BOPFA Xopymon Ilotomomukov Zvppopyaone Aeatovpyic. Zvompetog
Towomos.

LTAAIO 4: Méeypnony & Ilopaxodovbnen tov Zvomjuotoc omd Tpito pEpog

AIATHPHEH H AAAATH TovAGoTov ava £toc. Bedtioon. AwopBotikéc evépyeies. Avaokoman

and TV OLoikn o). ApaoTipLoT)TEC TOV 0pYaMGHLOY.
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SPECIAL TRIBUTE

JEDN

LET IT BE KNOWN, That it is a sincere privilege to recognize the staff of the
Canton Public Library for their outstanding achievement in eaming the Michigan
Quality Services Audit Checklist (QSAC) certification.

The QSAC standards measure and benchmark the quality of service Michigan’s
libraries are offering their constituents. The staff and library board of the Canton Public
Library is to be commended for providing outstanding service to the community
through hard-work, special dedication to excellence, and their love for reading and
education. Earning this certification is not an easy task and requires the effort of the
entire team.

IN SPECIAL TRIBUTE, Therefore, this document is hereby signed and
awarded to publicly honor and thank the staff and library board of the Canton Public
Library. The entire community thanks you and truly values your outstanding dedication.

LA Y

MWBCL State Senator ian Slavens, State Representative
Seventh District

The Twenty-First District
The Ninety-Sixth Legislature
At Lansing
March 15, 2011

CERTIFICATE OF REGISTRATION
MIDDLE EAST TECHNICAL UNIVERSITY

DIRECTORATE OF LIBRARY & DOCUMENTATION

opTl KOTUPHANESI ONIVERSITELER MAH. DUMLUPINAR BULVARI NO:1 06800 ANKARA

Certificate No: ﬂQ/m/4945
Here in after called the company,the right to be listed in the in respect
of the services listed below. These services shall be offered by !hu QA TECHNIC from only the address given below
in accordance with the quality system in with ISO 9001:2008.

ISO 9001:2008

Identification of users’ information needs, selection of resources, acquisition, cataloging, classification,

user services, reference services, national and international collaboration.

OUT OF SCOPE : 7.3-7.5.2-7.5.4-7.6

EA 39
Further clarification regarding the scope of this certificate of ISO 9001:2008 requirements may be obtained by ing the or
Certificate Issue Date : 085 April 2012 Certificate Expiry Date : 08% April 2013
Certification Expiry Date : 08 April 2015 Re-assessment Period : 3 Years
Genheral M r
Latif Murat

ALBERK QA ULUSLARARASI TEKNIK KONTROL VE
BE LENDIRME LTD. $T1

Fevzipaga Cad. No:59 Kandiy Plaza

K:d D:4 K.Bakkalky/istanbul/ TORKIYE

Tel :0216572 49 10-11-12

Fax :0216 57249 14

www.qatechnic.com

Ksl\re Yonetim Snslemu

AB-OOZZ— YS




Noapadelypa EBvikAC Tumtomoinong
Aeiktec kot Mpotuna Mowotntac Akadnuaikwyv BiBALoONkwv
H peBodohoyia TTou akohlouBrBnke ATav n €ENc:

1. AVOQOoKOTTNON TNG OXETIKAC BIBAloypa®iag Kal TNG OXETIKA G BigBvoug
EMTTEIPICG

2. MegAETn Kal eTIAOYH TWV TTRPOTEIVOHEVWY TTROTUTTWY MeB8oBwv AgloAdynoncg
NG MoIoTNTAC KAl TWV ALIKTWYV ATTOTIHNONS ATTO AVAYVWRITHEVOUC
Algbveic opyaviopoUg Kal TTpoypdHuaTa.

MeAeTWVTOC TNV UTTApXouod BIRAloypagia KaBwg Kal Ta didgopd TTROTUTTO
AVATTTUENG AEIKTWY ATTOTIMNONGS Yia TIC BIBAIOBNKES, Kal AauBavovTag uttoyn TIg
OTTOIEG IDIATERPOTNTES TOU ¥WpROoU TWV EAANVIKWY AKadnualkwy BIfAloBnKwy,
ETTIAEXBNKE VA ETTIXEIPNBEI NI CUVBECDN TWY TTROTEIVOMEVWY TTROTUTTWY KAl HEBODWYV
QTTO TOUG TTapakAaTw AIEBVEIC opyavIOMOUS KAl TTROYRPAMMATA:

- IFLA (International Federation of Library Associations and Institutions),
International Guidelines for Performance Measurement in Academic Libraries,
1996.

- ACRL (Association of College and Research Libraries), Standards for College
Libraries, 2000.

- Library Association, Guidelines for College and Polytechnic Libraries, UK, 1990.

- Bertot, McClure & Ryan, Developing National Statistics and Performance
Measures for the Networked Environment Project, Interim Report, 1999.

- EQLIPSE project, Evaluation and Quality in Library Performance: System for
Europe, 1999.

-  EQUINOX project, Library Performance Measurement and Quality Management
Svstem. 2000.



Al | Aciktnc Meprypagn [poteiverar | Ymohoyiopdc

[ (o

Aigicduon e PIRAIoBRKNS aTov mAnBuapd

11 P1 | Togoato wAnBuapou Tou ypnaitoTiolEl TiC IFLA, 1508214 | (D3N)"100,
urmpeaiec e Biphodrkne ZYNOAIKA (EQLIPSE] Eﬁﬁiﬂﬂg

2 | P2 | Tlogoato mAnBuopoU TTou YpnalpaTolel Tic IFLA, (EQLIPSE), | {D3ei/N)*100,
nAekTpovikéc urmpediec e BipNorkng (EQUINGZ) N=pEyeg0g
TYNOAIKA i

3| P3v | Tlogoatd mAnGuapod mou ypnoiporroiei KAGE | FLA, (EQLIFSE), | (D3vN) 100,
urmpeaict (v) (HAekmpovikn kar ) e [EQUINOA) N=icjetiog
BiBAioBrknC AT

4 | Pdv | Toooatd mAnBuapod mou yvuwpie KAGE IFLA, (EQLIPSE), | (D4vINy100,
urmnpeaicr (v) (HAekTpovike kan ) g [EQUINOX) Napteaos
BifAioBrikne TS

5 1 P3| Tooooro (%) Twv eVEpYWV EYYEYPOLHEVOIV (EQLIPSE) (D2.2/04)*100
ypnauv (MeAwv Te Akadnpaikng Kovarnag)
¢ PIFhoBnknc, emi tou 2uvohikou MAnBuapioy




llolomra & Xpron ZuMoyng .

6| Pb | Xpron ouMoyic BipAiwv IFLA, (EQLIPSE) |  {DS/DEJ*100

{1 PT | Aoveiopoi uAikoU GUAMOYRC Kamd KEQaAT JF%%EESEE?E (D3D1)*100

|C /
B | P8 | Yhio oe ayporia IFLA, (EQUIPSE) | (D8DEJ'100
P9 | ApiBpac Texunpiuv ouboyic PihioBAknc kard | ACRL (D7/1)

KEQUAR

10 P10 | Tpéyouaec Bviumec ZuvBpouéc Mepiodikwy DDA
kamdt pekac Tou AvdaikoU & EpeuvnTikod
[lpoatmikol

111 P11 | ApiBuoc amovepnBéviwy Merarruyakuy ATID9
TiThuov (MSC ke Aidakropikd) emnaibic komd
TpEyoUact Eviumn auvdpapn Tithou mepiodikou

121 P12 | Erfoioc apiBpoc povadiuwy EmaTnpovikiy A12/D9

Anuomielaewv Twv peAwv AET kard Tpéyouaa
EvTuTn auvhpap TiTAQU TEpIoGIKOU




MoigtnTa Karahdyou

20 P20 Xpraon KataAdyou og oxEan JeE Tov apiBuo D13/D14
DUVEITUWY T8 OUYKEKRIMEVT] XPOVIKN TTERiodO
21 P21 Avalnrnon 'vwaoTtikou Y koo IFLA (20B2/2DB3)*100
22 P22 @epamki AvalfiTnon IFLA |’EDI.E1:'PE;"§€E'1TJ
AlaBecipdéTnTa YAIKOU
23 P23 AlciBeaipoTnTa vAIKoU IFLA (20B1/2DB3)*100
24 P24 TaxuTnTa eTTeLepyaTiac uNKoU IFLA [E(D130IN, i=1-N,
N=,E.r.£y£9cn:;
GEyLaroc
25 P25 Armrioeic Aladavelguol ¥pnoTwy TN (EQLIPSE] D16/D1
BIBAMOBNKNC KUTA KEDOAD
26 P26 lNogoaTo IkavoTToinang arfoewy Aadaveiopol ACRL (D18/016)*100
ypnotuw Tne BifAdoBnkng
27 P27 MNoooaTd IKavoTToIinanS aimfoswy Alcdaveliguol ACRL (D19/D17)*100
o dAAec BiIfAoBnkec
28 P28 TayotnTo Mcdaveigpol IFLA, 150 B223A
(EQLIPSE]
MNooooTd amrAoEwy AlaBaveiTuoD TWv }pNoTwy TToU SIEKTTEpaiwSnkay (D21a/018) * 100
ETITUNMWE TF 1-3 NUEPREC, ETT TOU TUVOADU Tuy airnaewy Aadaveiguou
MNooooTé amrAoEwyY AaBavEITUCD TWV }PNOTWY TToU SIEKTTEpaiwSnkay (D216/D18) * 100
emITUyWE OF 4-T NUEPES, £ ToU guvdloU Twy aimqoswy Aabaveiopol
NooooTd AMATEwWY AadaveElgpol TWY ¥PNoTWY Tou BIEKTTEpOIESnKaY (D24c/D18) * 100
EMITUNWE OF 8-14 nuEpEC, £ TOU GUVCAOU Tww aimnoewy Aadaverguou
MNooooTé arfoEwy AaBaveiTuol TWV }pnNaTwy Tou SIEKTEpaIWSnKaY (D21d/D18) * 100
EMITUWE OF 15-21 NUEPEC, £ TOU TUVOADU TWY aQITnoewy Aadavelguou
NooooTo ﬂlTﬁﬂgM? .-lm;qull:ruL}l.'J TV PNOTWY TTOU SIEKTTEDQILSN KV (D21e/D18) * 100
ETUXWE T TMOVW amo 21 NUEPES, =TT TOU CUVOAOU TLWW QITHTEWY
Aiabaveiguou
29 P29 2 WEQN CUTATEWY SIUDOVEITHOU ¥PNaTuV TNg ACRL D167
BiBMoBrikng kon comnoswy diadaveigpol arro
aArec PIfAoBnkec




Mpocwtmikd & MoildétnTa NMNAnpogopiakwy YTrnpeoiwy

36 P36 MpoCcWTTKG KUTd XprioTn ACRL, (EQLIFPSE) D28/D1
ar P37 MNogootd % £1Ti TOU guvoAou Tou TTpoTwTmKoD | Berdol, McCiure & | (D29/D28)"100
NS BIRMIOBRKNC TTOU QUULIETEXE T Ryan (1353}
TIUPCKOADUBEL hid ] TTEPITTOTEPEC
EKTTCIDEUTIKES, ETTIHODPWTIKES 1 EVINUEPWTIKEC
OPUTTNPIOTNTES ETNTIWG
38 P38 Evroon eToce exTaideuanc Tou TTRpOoTuTTIKOU D30/027
e BIfMoBAKNC (Wpeg EKTUIDELUTNC KT
KEQUAN TTROTWITIKOU ETNTIWC)
39 P39 MNooooTd eEKTTARPWOTC TTANPOPOPICIKUIV IFLA, 150 B234A (D31/N)*100,
£ PWTHTEWY (BaBudc eToILGTNTaC/avVIaTTOKPIONC (EQLIPSE] -“J:g;'gig;ﬂ?
TOU TTROTWITIKOU) EOITTELY
40 P40 ApIBUOC TTANPOPODICIKUNY ERWTATEWY TWY Bertot, McCiure & (D324unva)D1
YXPNOTUV TTOU SIEKTTEPTIIBNKAY NAEKTPOVIKG Ryan (1999),
LNMVICHWE KOTC Kepahr (EQUINOX)
Extmraidsuon & Ymoothpiin Xpnotwv
41 P41 MogooTd (%) ¥proTwy TTou TTapakoAouBoly ACRL, Berof, (D33/D1)*100
KATTOICEC TTTO TIC EKTTCIBEUTIKEC/ EVIUEDWTIKES M‘:C’,‘;’Egg,'qﬁ”
SpaoTnRIOTNTES TNG BIRAICENKNC avd prva (n .’EEQU.WEWJ
oival EToC), 1T Tou 2uvohikou [MAnGuauou '
IkavoTToinon XpnoTwy
42 P42 [ EVIKN IKOVOTTOINGON Twv XpnoTwy oo Tig IFLA, IS0 BY (D34/N)*100,
utnpeaiec TN BIBAIoBRKnS ZYNOAIKA (EQLIPSE) ’é;ﬁ;ﬁiﬂg
43 P43v IKCvoTTOINOn TWwY ¥pnaTtwy amd KADE IFLA, ISO B1 (D35v/03)*100,
utmnpeaia (v) Tne PIBAoBnkng (HAskTpovikn kai (EQLIFSE) "’é:ﬁﬁgiﬂ;

un)




H ditamtiotevon (accreditation)

...QTTOTEAEL TO MPoioV TNC EMUEWPNONC KATA TNV
ortola eva apodLoC Popeac, avayvwplilel otl
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Taéwvounon mpooeyyioewv OLacPaAlonc tne
NOLOTNTAC LECW TIPOTUTIWV

Katnyopiommoinon

MpoTuTTWwWV

Popeac Embswpnonc Egappoync lNpoTtumou
MowoTnrac/Ac@alAsiac

ECWTEPIKA OTOV
Opyaviouo

Me cuvopopn n Ao
AveEAPTNTO £EWTEPIKO QOPEQ

io TeGio 2UCTNUHanwv

ZuoTnuara Alciknong
MooTnrac/Aceaisiac
TTOU AQvanmTuocoovTal
ammo Tov ibio Tov
opYaviouo, Kai
EMBswWpouUvTal
EowTeEpIKa. Nna
TTapadsaiypa, Siadikagieg
ECWTEPIKOU EAEYXOU
TToOIoTNTac/ac@eaAsiac.

30 INe0io TuoTnNUAaTwv

Zuomuara Aoiknong
Mo TnTac/Ac@aisiag TTou
avamTUgoovVTal E0WTEPIKG Kal
emMBswpoUvTal aTmo
ETTOTITIKOUC POPEIC
PUBLICTIKWY OPpYaVIO LMWV OTO
TTAQICIO VOUOBETIKWY
Siarafswv N arAwv
KOVOVIO LUV

EowTeEpIKG
oTOV
Opyaviouo
PDopiac
AvarmrTuincg
MpoToTTwv
MowoTnrac/
Aoc@galsiac
Me i
couvSpoun
n amo
avefaprnr
o
ECWTEPIKO
POpEa

20 Tle0I0 *TUOTNPHATWV

Zuomuara Alciknong
ﬂcmrntaq!Aﬁq}uhslac
TTOU aQvanTuooovTal
amo £EWTEPIKO QOPEQq,
EQapuoovTal OToV
OoPpYaviouo, Kai
ETMBswWpoUVTal
ECWTEPIKA.

40 lN£0i10 TuoTnNUaTwv

ZuoTnuara Aloiknong
MowlTNTac/Ac@aisiag TTou
avanTuUoooVTal ESWTEPIKA N
pagilovral o SieBvn
TTPOTUTTA KAl N £EmMeswpPnon
YiVETal aTrd TpiTo aveEapTnTro
@opE£a fn EMOTTIKOUC QOPEIC
PUBUICTIKWV OPYAVIO LMLV OTO
TTAQiCIO VOUOBETIKWY
Siarafewv N alAwv
KavOoVvIOUWV.
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