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 
:             

                      
.   

:                 
      .           

   .             .   
         7      

       .        
                 .
 :                

                     
                        

.   
:/              

                .       
                  

.   
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 

                   

           .        

   )         -

12010    .(  .       

                

        ) 22009 .(  

                    

                 . 1980 

          .     1990  

             .      

                

         40.      

                 1980 

          .      

                   

   )22000        .(    

                  :

   .           :

  )       32004.(     

             .   

 .               

        .        

 
1. Hallberg & Sipos-Zackrisson 2. Kostagiolas et al 
3. Crawford 4. Evans & Lindsay 
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            ... 

         )   12010.(  

                 

              .

               

         .         

             .        

         . 

       1970     ()  

               .

                

                ) 

22010.(             

 .                

              .    

                   

                      

        )  32015.(

    .           

              

           .       

                

     .             

    ) 1             .(  

4                

 :     

1. Arshad & Ameen            2. Asemi et al            3. Ahmed et al           4. Interpretive structural modeling 
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 1395 224

 1        .  

  



 

1        . 

) 1392(  

)1390 )    (1392 (

)     1387(

2     .

  
)   1392(

3      .  1)2008(

4.      

   

)   1390 (

)  1392     (

) 1387 (  

)1387(

 

5  .  

 
2)2005(

6.  ) 

(  
)   2009(

 

  

7.      

 
  3)2010(

8        .

    

) 1392   (

)1393)    (1390 (

)   1392    (

)  1387  (  

)1387 )    (1387 (

)1387(

9       . 

) 1392   (

)1393 )    (1392 (

)     1387 (

 )   1387   (

) 1387(

1. Malone et al            2. Skretas             3. Ramzan & Singh 

←
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            ... 

  

 

  

10     . 

    

)   1390   (

) 1393    (

)1392 )      (1387 (

 )   1387   (

) 1387(

11 .       

 
)   1390(



  

12        .

    
) 2005(

13    . )   2008(

   

1.             

            
2.               

       

  

                

      .           

     .     .      

                  

      .         

                 

           .    

→
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          .         

                 

      .              . 

                     

  .   

  1

   )ISM(          

                   

         .  ISM  2 

.           

       )1974  .(   

            .    

            

             

             

           

   )1395 .(  ISM   : 

1 .    3(SSIM) 

              (SSIM)   .

              

 .            

            :

V:  (i)        (j) )  ij.( 

A:  (j)       (i) )  ij.( 

1. Interpretive Structural Modeling (ISM)            2. Warfield            3. Structural Self-Interaction Matrix 
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            ... 

X:   (i)  (j)        .      

     )   i j .( 

O:      (ij)  .  

2  .  ) RM(1
        SSIM         

         .    :

(  (j,i)    SSIM    V        

          (i,j)    .

(  (j,i)    SSIM    A        

           (i,j)   .

(  )j,i (  SSIM   X      

          )i,j (   .

)   ( j,i    (SSIM  O        

            )i,j    ( .  

3    . 
        .          

                         

                      

        .    

4     .
               

          .          

                    

.                   . 

                  

 
1. Reachability Matrix 
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 1395 224

      .       ) (   .

                 . 

)       (          

                  . 

           .       

                  . 

                  . 

               .     

    . 

5    . 

                 .  

6 .  MICMAC1

             

   .   MICMAC         

                  . 

                    

      .                

                    

           ) 22007(  .

               :  

1:  .            )1.(

2: .             )2.(

3 . ):(            )3.(

4: .             )4.(

1. Matrice d’Impacts Croisés Multiplication Appliquée àun Classement (MICMAC) (cross-impact matrix 
multiplication applied to classification) 

2. Agarwal et al 
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

               

  .              

                      

           .   

  13      1        . 

  ISM .            

                    

  ()                .  

:      

 2    . 

13 12 11 10 9 8 7 6 5 4 3 2 1  

O O O O O O O A A X X O x 1        . 

O O A A A A A O A O O X
2     .  

  

M M M M M M M M M M M M M M

0 X
12        .IT  

 

X 13    . 

 :    

                       

:  
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 3    . 

13 12 11 10 9 8 7 6 5 4 3 2 1  

0 0 0 0 0 0 0 0 0 1 1 0 1 1        . 

0 0 0 0 0 0 0 0 0 0 0 1 0
2     .  

  

M M M M M M M M M M M M M M

0 1 0 0 0 0 0 0 0 0 1 0 0
12        .IT 

   

1 0 0 0 0 0 0 0 0 0 1 0 0 13    . 

 :     

                   

            .      . 

                  

           :  

 4    . 







 13 12 11 10 9 8 7 6 5 4 3 2 1  

6 *1 *1 0 0 0 0 0 *1 0 1 1 0 1
1-      

 

1 0 0 0 0 0 0 0 0 0 0 0 1 0
2-     

  

M M M M M M M M M M M M M M

8 *1 1 0 *1 *1 0 0 *1 0 *1 1 0 *1
12 -     

IT    

6 1 0 *1 0 0 0 0 *1 0 *1 1 0 *1 13 -    

12 7 2 7 7 7 8 12 1 12 8 8 10   
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            ... 

     :   

                   

  .             .      

:  

 5   . 

   

1         1

1      .    2

2       3

1            4

4        5

1       ) (    6

3             7

2             8

2         9

2           10 

4          11 

3       IT   12 

1     13 

     5             

              

                    

                 

.                
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 1395 224

:      

                 

    :   

  1       .  

   

 

  



   

  )1(



  

  

 )4(



 

)  

()6(



  

)13(



  

 

)2(



    

  

 )8(

  

   

  

)10(

 

  

  

 )9(



 

  

 )3(



  

  

 )7(



  

   IT

 )12(



  

   

 )11(



   

 

 )5(
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            ... 

        5        

                 .

                  

              ( )     

 . 

:    MICMAC 

              ) 6   (

      2  :  

 6    . 

13 12 11 10 9 8 7 6 5 4 3 2 1  

6 8 10 9 9 9 9 5 13 5 9 1 6   

12 7 2 7 7 7 8 12 1 12 8 8 10   

      MICMAC  )2 (»     

      «»         

 «  4        .»  

     «»        

«»     «»         

 «»    «  2        

. »       IT   «»

          «»   

      «»      «»

          «»    

  «  3.        
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 1395 224
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  2 .  MICMAC 

 

      .              

                .  

               

   .           . 

                

                

                 

                 

    





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            ... 

   .                

                . 

                

       ) 1.(

                

 »       «»      

   «»      ) (   «

»           «»   « 

                      

.               

    .  MICMAC         

    2         .      

          .        

)2006      (         

  )      .     1387      (

                  

     .         

       )     (   

                  

 )         1387      (

                  

                     

         .   )1391    (

                   

                  
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 1395 224

                  

         .      

                 

                

             .     

MICMAC          4       .

   .            » 

         «  »    

   IT   «»      «»

       «»      «

»    «. »      

 «  »        «»   

        «     . 1

)2008                 (    

         .      

         »       

IT   «»      «»   

      «»       

  «»         « 

»       «       3     

.     »         

 «  »          «

»          «»  

       «»        «

 
1. Tseng 
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            ... 

      .         

                

 . 1)2007       (         

                   

               .  

                   

       »          «

»          «»  

        «»       «  

     .        )1387 (

                

»        «.      

- )2010                   (

      .           

                  

     .

 
        ) 1387.(    

                 . 
     42)48(25-50.

  )1393( .             

                .  

 11)2(189-177.

1. Petr 
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                

)1393.(               . 

     23)92(24-16.

    ) 1387.(          

                  

    .   11)2(25-52.

 ) 1385.(               

   .   6)2(3-10.

        ) 1387.(       

     ) :     .(     11

)4(141-160.

        ) 1392 .(         

             ./   
  2)3(43-54.

  )          ..1395.(

                

     )ISM(.    9)34(13-33.

             )1391.(

                 

   MADM.       18)71(449-468.

      )1393.(        

     :       .       

      20)4(685-707.
References 
A A S     M   M A  S 

C Industrial Marketing Management 36 4 443-45 
A  S S M   M  5 S   

Lb  Ds S  M Cs  L Library 
Management, 36 / - 

As A  A   S    Us   Pjb's 
bs Performance Measurement and Metrics  3  33-35 

As A  z Z  As z H  Us LbUAL+ M  
I Ss  Lbs The Electronic Library 8 4 568-59 



601

            ... 

Crawford, J. (2000). Evaluation of Library and Information Services. 2nd ed., 
London: Aslib. 

Evans, J. R. & Lindsay, W. M. (2004). The Management and Control of Quality.
5th ed., New York: West Publishing Company. 

Hallberg, A. & Sipos-Zackrisson, K. (2010). Improvements of Public Library 
Service Quality. The TQM Journal, 22 (1), 89-100. 

Kostagiolas, A. & Banou, C. H. & Laskari, E. M. (2009). Strategic Planning and 
Management for the Public Libraries. Library Management, 30 (4/5), 253-
265. 

Malone, . Levrault, B. & Miller, M. J. (200). actors Influencing the Number 
of Computers in Libraries: An Exploratory White Paper. College & Research 
Libraries News, 68 (3), 181-182. 

Petr, K. (200). Quality Measurement of Croatian Public and Academic Libraries: 
A Methodology. Performance Measurement and Metrics, 8 (3), 10-19. 

Ramzan, M. & Singh, . (2010). actors Affecting Librarians' Attitudes toward 
IT Application in Libraries. The Electronic Library, 28 (2), 334-344. 

Skretas, G. (2005). actors Affecting the ull Use of Library and Information 
Management Systems by Library Personnel. Program, 39 (2), 139-146. 

Tseng, S. H. (2008). Green Library esign and Evaluation: The Taipei Public 
Library, Taiwan. New Library World, 109 (/8), 321-336. 

Warfield, J. W. (194). eveloping Interconnected Matrices in Structural 
Modelling. IEEE transcript on systems, Men and Cybernetics, 4 (1), 51-81. 

      :

     ..  )1395 .(     
                MICMAC 

   )(    .       22
)4(583-601.



Improvement of Public Library Services 
Quality: A Strategic Plan by Interpretive 

Structural Modeling and MICMAC  
(Case Study: Yazd City Public Libraries in Iran) 

Seyed Habibollah Mirghafoori 
Associate Professor, Dept. of Industrial Management, Yazd University, Iran 

mirghafoori@yazd.ac.ir 

Zohreh Karimi-Gogheri 
M. A. of Industrial Management, Yazd University, Iran 

z.karimi2585@gmail.com 

Akram Shabani (Corresponding author) 
M. A. of Industrial Management, Yazd University, Iran 

shabani.akrm@gmail.com 
Received: 6th une 25 Accepted: th November 25 

 

Abstract 
Purpose: The purpose of this study was to develop a strategic plan to 

improve the quality of public libraries in order to resolve financial barriers 
and better internal processes using structural modeling of interpretations of 
the library experts.   

Methodology: This research conducted using a single cross-sectional 
survey fieldwork. Methods of data collection include questionnaires, 
interviews and library studies. We selected 3 public libraries among all 
public libraries of Yazd city randomly and chose 7 experts by their mastery 
and proficiency. They filled a researcher-made questionnaire consisted of 
important factors affecting quality of services in public libraries. Then, we 
used structural modeling and MICMAC method to find infrastructural, 
middle and superstructural elements of improvement. 

Findings: The extracted model suggest that “financial resources” and 
“staffing library experts for library affairs” are the base in order to use and 
develop plans and objectives of public libraries. These Factors were highly 
influencing ones that affected other factors. 

Originality/Value: Using the suggested strategic plan can help the 
managers of public libraries to set priorities of action. Right priority setting 
also can help improvement of services. 

Keywords: Public Libraries, Service Quality, Strategy Plan, 
Interpretive Structural Modeling, MICMAC. 
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Abstract 
Purpose: The purpose of the present article is the Investigation on the 

relationship between organizational culture and quality of services in the libraries 
affiliated to Iran Public Libraries Foundation in the Mashhad city. 

Methodology: This research was based on survey research method. The 
populations under question include employees and users of Mashhad city public 
libraries. For the extraction of significant results, this research carried out in the 
libraries with more than 3 librarians. Thus, According to the information received 
from the Department of Public Libraries of Mashhad city, 16 libraries were selected. 
These libraries have 56 employees that all of them formed the sample with by 
considering census method sampling. Among the users, due to its large population, 
we used stratified � random sampling and based on Krejcie & Morgan, we selected 
379 users as sample. The research data was collected with two standard 
questionnaires. To this end, we used organizational culture questionnaire based on 
Denison Model and quality of services questionnaire based on Libqual Model. 

Findings: The results indicated that although organizational culture score was 
further than dead line, but the public libraries organizational culture was far from 
ideal. Based on the research findings, all traits of Denison Organizational Culture 
Model except �Empowerment� (Involvement, Adaptability, Consistency and 
Mission), had low average. Towards the quality of services in public libraries, scores 
of dimensions of �affect of service� and �library as place� were above average and 
score of dimension of �information control� had low average. However, findings 
indicated that from user perspective, there was a meaningful difference between 
services offered and services expected. Based on the averages, offered services were 
lower than services expected. Furthermore, results showed that there was not 
meaningful relationship between traits of organizational culture and dimensions of 
quality of services. The only correlation was a inverse relationship between trait of 
�consistency� and dimension of �information control and quality of services�. 

Originality/Value: this research tried as a preliminary research to investigate 
the correlation between organizational culture and quality of services in public 
libraries of Iran. With regard to the results, this research originally indicated that the 
organizational culture was not penetrated in the services offered with public 
libraries. 

Keywords: Organizational Culture, Denison Model, Quality of Services, 
Libqual Model, Mashhad public libraries. 
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