Journal of Academic Librarianship Shopdbl 5 LS Olados 4 5
and Information Research , Vol,45 OA o)led ooy 5 Jor b (RIS
No. 58, Winter 2011, PP.55-75. V000 o MR Db

Labuls o Sl g,5kd Clbds o g Cund g

(d s 0ty 58) ool sl | 325

abolghasemiz@gmail.com ¢, JI oK1 Slospbl 5 LS oo Ad | ulid IS
L;:.?Lé ﬁ.a|

ghaebi@alzahra.ac.ir «( ) |l ol&ils la,gdbl 5 5510 o5 S Sbska

ST iy G der

srezaei(@alzahra.ac.ir «(_.) |, I oKl Slasdbl 5 (gluls 658 Ll

SCVAVAR SRR 'Ci)u QA /8/Y il s '@)U

oS>

FShhe 5 babals o Oledbl (g55ks Dlust Tyl Gy pwn o 4 Shah ol i Bde
23l O S 53 s Gl el

23 emleg 5 lObulS Sldllas gla gy Sheslinal by 08 5,50, SO L s ol i)
el ol ool 01,65 6 s Sl bl S e 5 Alls AT

iluesly 5 xomel s dold b3l SOV 51550 b Jlsienl (s5lel (sla Jos 5 4 35 tlaasily
2 sl b oas e agl g 5 (JaS sladnl b coleast 11 glangl b ol oy e
(e e SO 3550 53 538 Al 0L 43 e Sl S s babuls
S ey (k0 el 4 (el sladol B BT slad] b

5 Laluls dSO/IEC20000:2005 5 ,ltkil «ledbl (655l clodst Sy pde 16 hdS sbae3l

O‘,@S (g J}LUCW\ Sy



WA Olis s DA slads (AL Slay bl 5 (oIS Sliis 0%

4ndle

53 Guskd cpl VAAY aas I Sledbl (g5l 03855, S 5 L, L
55 Sk LAl o 5 Sl (bl ools ST e Sl e aes
solantl s b elie Ollo &S ol = 4 O As) s 5 03 S
L s olesl OF i) a4 oy &S > olan Sleeusld cpl @355 b 5l L2y
SOl o den gasy Slodide fles b ogr e 2065 Glalase 3505
A s Slaal sl sled 3 Sledbl (655l s s a1 a8 wls s
Pl DS Sedamy o oS e 385 5 5 L olST o2 e 5 Aelondl
33,5 o0 5

Al (g5l wwa 53 o8l 31 i Wl o rege nlply
ol 4 g3l e IS 5 Ablie slp 5 b OF e o e SUls
Madie o sl s bl ol 5L Olpaeb s 5 O ks Colia (sl
Sl Y e loaly &S glodts Aol 5 055037 slaloaly byl 5 Las il
bl WS s s phedae o e (iluesly (ale 5 335 (sl SO
AL jales 3 gy g 3 ol 65550

CatS b ol o pde 5 ssluesly (ol (ghsls Sleas o e
4 b 5 35l e300 15 LI 5 S bl 4 el DD (g5
5 bl ol 5l e S5 Gk 5 Oledbl gl Sl oSS
sk Sleas lady 5wl 5l les ae g sl (bl sk
(Yo oV UTIL al=Sawl) Sy gl Soledb|

Jb Dbl (5l e A3, 5o 85 AL e beailils

SrSo e Laslo op b 5l i lsls sdge &S Slopdbl Sl 5 oale
GS 5 ens e ekt Ol &S Ll Sl sl e sl ) )
sliSanrl e Soke b e bt 8 b e DLl 5 OF slacJlas
S35 5 6 e el S LAOT s Sledlbl 5k St o e (b



ov w2l (65l Sleds oy pde S

S s 5 Oledst pl G e 53 Sl (gl (S HIK Cr 1 sl
Il Gl o 20 uldy S 5 355 Sy 4 Oy 3 OF b g
nl 0338 B e gla bl s Az ssse 5 4 S G, plasluild
L lbbal b5 o b mhaw 5o Coandy pl &S dy o B0 4y i
bl Slds dadbuls 5o Dbl (5,5l ae) 5o &S L o)l ol
= 85 OYAE) 16 (OFAD) 0L i VTV (gabliesms 05 o3 1 s e S
QYA oal 6535 OITAD) elad 50 (OFAD) dpils 5 ((YTAD) o313
(VA7 il (T oA PO e o(T0eV) Tpis 5 o (Y00 8) T 5 Ol
Lol s (TN ) sl s K30 (T o A) Sl S 5 S e St e
Sda b sty onlonlaly ol 0355 30kl S e e Sz
S Ol 4 paass Gledbl Sl 5 dluls o p aalla
s S el Dbl (g5l Dlodst oy e iy 53 S fl 51 o g
Soste o pde glasslilinl 50 oLl s al e pl el
3 O sl Gleme Jow 50 g Olasl 5 O Ole 51 ledb
S 5 LabulS 54 g0 Cund s S pl Sl eslizal b uew LS (5505
ool s las Il b o cillas 5 Slysead Olsme 5 oo 2 ctndllan 5550
Ao plals O CSie o age 51 2 0 5 i bl 5 s

ol las bl 5 ooyl dadie gy ol s 3ls 0L Slalas
m e il gl 53 5,03 3 s SleMbl g5k cilite lair L bl s
S b ye g ol B ITILY Ol lin S s 5 ool s
OF 51 Sledbl (gl wwsy 53 355 Slods o e 8l Llg o Ol
ITIL «8 bl 51 Ll S sslaslal of U glae [ 5550 gladsl 3 5 05 S el
G5 L LIS e w2l o glely Olgsa 5 eop oy S S
IRl gm0 5 gme skl bl s Gl S ok
A eslizad bl g ISO/TEC20000:2005



WA Olis s DA slads (AL Slay bl 5 (oIS Sliis OA

Sostd Dbl o pde e 5 Sl sslubild S ISO/IEC 20000

350 b JeSe s Gllas el e Gldsl b 6w S s el Sl

"t s O e 4 Ol e 1l ATIL 53 sdd g a8 (gl b
(Y040 0s30) S

Sosls Slads o e liia S &5 4 b onl b Jiasd ol
Conds 53 OLE 4t paasd Glogdbl S 5 bsbuls s Sl
“SBe) SIS ke &S Ctls IS e ¥ ey 4 AEL e ol 4 o e
Sl S 5 bl s bl g5l Sledst oy e L5l o
Goald Sl o pde Cand g Slssian Ol5nY Sl Ol 6 6o rss
LS b 0L,g ed aas Slopdbl S 5 bobuls 53 Sl
05 el (655l Dbl oy pde OIS e 5 SOl i oL
a5 b pss Jlpw S 0,6 5o ol SLogdbl ST 5 beailsls
A e 25 g ki okl Sy 3l SDle i 4

295 Sl st g fode Hlpl (oeld Sy,
g Bl @ s a5 5 eas (oS 3800 b el nl (SR
Ao o ol ol LS55 i 5o 5l O lal Bss Al e 85,008
s Ldle 5 whp S O (labuls Cldlae By, 4 s
skl Lol Ol 51 e gl way ) 3 3 ge slas b
Ll o s gome Sl S 0 SO bl Gl 4 x5 L S ol sl
» % ISO/IEC20000:2005 oy ledbl (g5l Slodst Cy pde 3l kel
ol slobas 5 LS by e 3 5 bl o ) sl ITIL Jus
Ll ghuaib jlas YY 5 YLV LIB 5 &S LS OA s ool
B oS Sl 3l &S ik s sl St Jlpw O Juld lasliin
L 1ISO/IEC20000:2005 3,lkiel bl 13 S sl 51 5 ks g 5L Sl



04 w2l (65l Sleds oy pde S

T sylklal Hlael 51y ais e Sloy I3 ees 4 s 0l
SWI als b Slodie andllae gl 5 oy OF oLl SOT es .23 8
fwb&iﬁmwji@y‘yéﬁﬁjé‘fMom'/qua\fcl.u);
Sepr gaisn daialy pl 5> A 445 1ISO/IEC20000:2005 55kl (e 3:b
Joli 5 0 e 5 e s 55 Sols s Ly SO ) g0 4 DY 5
s a8 e s Ll i O 4 ol sl & Sl (53050
53 adllas 550 anslr 28 S el ao 5 olen oged 4 LS pas A
o oalbls & jesid S Cunl g OlL,E gl e Slopbl
o SlS s Ol e SIS (ragh onl 53 s SbulS Ol
ass Bl e & aalsl 3 A sl Ol e alblS ol 4

D a4
Lasl
Sl Ao Sl oy S
Yid Y SSSs
")) V¥ aiyl b,
Ye/e \ SIS Al Wbl
YA \ s, Mz
Yo/s \ oS sl
YA \ sdils
A/F v &b &
fA/F W ey
o Y Osle
W/ 5 ks o
\o v sl
i ¥ &b




WA Olis s DA slads (AL Slay bl 5 IS e o
(aalsh) i anmels ot ld Comer Olasilne N gdr

Slsld Ao Sl Loy S
YA/S 0 \-0
YOV q $-
Y/ 14 1= 0 UL L8 aal
V\/f A\ \F-Y
o Y YA\-Y0
V\/f \ T
vf VY Ll e
\Q \Y Ll s Sl (g55ks i glyls albsls
\ig q &b
NS A .
Yv/A A \
VI o Y
Y/ \ Y aaia (4 0 3l
Y/4 \ f
Y/4 \ AT e
YOV \$ T

‘;Ajjg: dl.éeé

Iy lwo &5

M)J ‘Lf‘j‘f cﬂuL:A QJJ‘.,\;L:MJ‘ d‘fu‘ cﬂug‘.)\?- J}Jﬂ; J:x.:.o JA Ls‘f |JCIJ‘ DL

JU‘JB Loy c@b w‘ QL:A J‘ S 4.~wL>=A cM J‘j‘f Loy ‘J‘}‘)ﬁ

ol jasia e a6l GLskes ob3) lawse 51 SVL slas (gl s
M)J\‘q Mggibj cd‘)\ﬁilﬂ})jﬁ PL) GJLZA Ls‘f w\ Ov\-ﬁTﬁj J\)J.?- ‘)Jﬁs

! .)a.wjia )\ JJ'YL’ Sl 9 9D J.:;d.a U'i\ oS Llasls )L@é\ C/YNS)

ﬁb\.ﬁ.ﬂé.ﬂ@ngd&\}])}w}:
e A L 5l 5L

R

IYNS St glacd s
TO¥/N Sslwdizas Y
JAQYE S Al c)‘\? sbedo X
AR s o ol 5113l AT ¥




4l

(aslsl) LS‘J” f..q;d u”‘ﬁ‘)" Loy Al J).,\;;

oMbl gsks bl Sy il Cund

olie (gl meas Sl 3 s s

e A Lo e 5 SNL

Bl

1YY/0 SRR (S35 dnw sl (Sl (34l 0O
JARTA oaasie G il Sl Sl F
yon S350l ol Y
YARZA sl gs Slas 3l A
AN amasie 65,5 6,550 A
IXNE Sledst S ke aal N
JARTAS Sledst Co e (g5lwesly N
YARZA Sledst g e e N Y
AT Sledst Sy e (6,550 MY
ARYE ol Sl (g5 yaal 0 NF
JARTAX ol bl gl 1 N0
AR Sleds o b i Sledst (g3 a0l 5 NP
A4 Sledst S g Y
TANY kst o sladels 38l 5 A
YANTAY Sledst o e il 504
AN slady Sladst slaasl 355 gl ol Yo
VARTAS et 5158 (6548l VY
JARTA et )5S gl 1YY
1OV/¥ Epdy s (S aal XYY
1¥N$ Sy o ies gl XYY
I8/ Sletst Sl jatul (g 55460 0 YO
YATAS Sledst )l jazal 5l 1 Y8
[AnY%e Solla 5 4z Slp (pha) e bt 5 ATV
JARIA b b o e gl gl YA
ALY by e (sl YA
180V Sl sl Slls sk aib 5 s Y
JARZA el Jlaz| Ol s aiS lassd XY
JARZA Sl el J xS (g el XY
1¥Y/4 Sl el J xS (gl 2l XY
1¥0/V bl slaagl b cay a0 XY
JARIAN Gia g lods oS agh o LIl Cay a3 YO
1YY/A SLICS Gl oy Al 3y 23 YF
700/4 S Culdy o gl | XV
JARTAN QLS el e (5l e tel YA
JATN:4 OB LS sl g e 51,1 X4




WA Olis s DA slads (AL Slay bl 5 (oIS Sliis £Y

(aslsl) L;lj’ M u‘"ﬁ‘)" Loy Al J).,\;;

3l gl mems Gl 3 s s .
iz g Lo g 5 YL -
VARl Laslayl 3 4 bogs e Emlie S o s 5 ¥
VAR Lasla,l 3 4y by o Emlin oy ko (gl 1 N
JARYA] Sleds aadls Aol b gl ol ¥Y
IXON sy Sy e (55 el BT
AR Sty o ke (sl XY
ARYE I e gl YO
YO S R R i
YO e g e 3 5 5L YV
Y5 IS 5 S sl s neli A
IXON S S o e (sl YA
I/ S Sy o e sl O
IXAS S Sy S 0)
IXON S Sy ksl OF
IYAIS % g e S el O
ARYD R g pde 1) OF
I¥VA ws e Al gl gl 00
STV ws,e iyl gl 0F
AR Sk slp s e K s OV
R wo e Ayl ALl OA

ol dal g aalsl 55 Sls g3 LIB s o =l S A 4 S wle S8l



£y w2l (65l Sleds oy pde S

RPN

N < [ N
g R RS LEES AT AT s
\ppé”y&-yy;xv\;\fﬁ)” \5'},)”.,-) y;,yy 57
2 RS RPN ST S A Y AN AT
Vel AN PV > d
B f& - )?b)) \)’)
e
(R e @) SOe 53 Lo pize ) s 5l
Aol
L)
E
<
V‘SJM T T T T T T
j\ \y\\ ‘\*\ \)‘\< )}\ﬁ \\D j\‘t
O D% 25 > \ Y el
y’y’” \9'}) )Qﬁf y\ﬁ?) 'f,)b} \}\53\\5 ')g)”
L 2 BRI BV »& >
N & Nl N > .
& > & AP \ =
3% & -j/ s o>
7 Ea
>

(ledst Cy e (g3lwesly 5 (S50l SDe ja b jate ¥ 4ls ges



WAL Sl Aol ¢ AL Sl ¢35 (g ILS Slisios

A5 b

N \V\"‘(‘«\«*«*«*J\D«“ C‘«*( <‘<\<*<<

Vv )’-??:?95) 'f') \-? -)>,) ’)”9 .)2_) \,.7).)%) ygy?;\g ‘)%
S S O A @_\b
575 AR e o_’fgfv*’

NG

ﬁy\ O

141

(Cods &l gladgl 3 S 5 La ae V7 15 g0l

RSB

&5

PR S LR R R «*

(bl sladsl 3y SHe 53 e jaze ¥ 15 sal



oMbl gsks bl Sy il Cund

Ay ) ke
L)
L“}:u . _________________________________________________________________________J]
oS
S s
) ¥ %0 x4 o Y %N
e \ . e \ e
AR \ A \ & SAD
o g),ﬁyé y@f) . :),)’ryé y)“g)sé\j&)’)
Ly RS PRINS e wﬁ }y&ﬁ
\>> x4 Y
(ool gladsl 3y S s La e O 15 5
Aol
RS
.L.u_,fm D
5
oS ok
€A . ) X X ¥
)Mf kj)?\‘ b)»S R )M\Af >‘“5\)?\‘
) yyéf }»yf éy}) 5 i é\)ﬂﬁ g SR
IS et o =

(IS glaagl o S s s jsze & 15508



WA Olis s DA slads (AL Slay bl 5 IS e a4

b s
L)
L.m‘,iﬁ EEEEEEEEE———
<
S ke
., o0 \ OF N \ O~
o 7 . A7 S Y2
VI S L o Y
7 &7 w27 . é\f.“’pf 27
P 5 2
J

(42 o Lol ,3) S s e s 6le V1o ged

o5 sl
O SKa Cars s (slakas g Qj,aﬂ dewles L ool ngﬂsjf Slresls s

o o -
BT L P .
Sy ol T Jlez| o
S| sl | gl e | lawgme 51 YL

v \A Y4 VARNY e sl s

v AS i s Siledizs ¥

v v¥ Y# ARYd o sl r)Y sbesds ¥

v vy Ya IR b oo ol ol gl BT |
v oF ¥ /A LSRRI (§ 9y a5 (Sl (S50 5%0 5 0 ’L
v of 5 OVYE e S35 Liisl S Sppmel g F 1
v A Yy </ OA S sl e v |
v sv % VO Sl 65 Shas 3l s A
v 2 AN /24 aatie 5 6,505 A




£V C Ol gl Dl Gl Couns
(al31) e o 5l (Slehoor 53 O g03] b ¥ J g
035 5 O L
- e S| RS el S e e
ey e S
399 Sl Jh|
I s | el kase | lawgme I YL
v 5q ) ¥ Sladst g e aali s ) o
v V¥ vs A et e slassly 1) |7
v % \ s Slodst ke o Y '3: —‘i
v V¥ v s Sl e S50 Y | o T
v Ar Ye e ol SUIl s paely NF | 3
a
v W yr ey el Ll gzt N0 | 3 )
v W Y ey Sl i b e Dbkt g0l NP |
v AY \V AN Oledst S g VY
v £ ¥q /Y4 Sl sl slasal 3515 1A
v £0 ¥0 VAT et s Sy eyl 54
v $0 0 VAT Sharty bt glaaal 335 gl 1 Y
v 5q ) ¥ Sl oS S ael Y
v FA Y /+OA Sleds 518 gl XY
v (% Yy o/ Y Sk o fiwd S utali YV "
v AS Ve e Sy s S|l VY 5?
v A4 1 e Sladst Sl ezl (6 5054eL 1 YO 3
v A v e Sl e | T
v \ai \t4 AKY4 Sollla 5 a5 5 Gl s, edast 5 Al 5 YV ﬁ
v s ¥ STV SRS PN B
v 04 3 FVY S b Ca e )2l YA
v Av \Q AR Sl gla Slls gy aibs 5 s ¥
v $4 ) YR el Jlazm Ol ot a5 (glas gt ¥
v Vv v ey SleSbl ol J 28 (6 5,40l 5 XY
v A¥ Y e el gl J =S gl YT
v AS VY e bl sl b i XY [ e
v AT W oo | it s Sledst oliS ag o Lo iy a YO 3‘
v s rv AV SLSE (gl oy Ll b i 1 XF 3
v Vs ¥ ey Gtn Ll i sl XYV [ D
v A% Yy o/eey OB AS el o e (gl (530000 0 YA B
v al \n% VAN OB LS ol o s (> Y4




WA Olis s DA slads (AL Slay bl 5 (oIS Sliis FA

(4ol31) . oo (gl (glalazr 53 O o5 =BT s

o35 53 om . o

- e vl Lsla ame ol Sl 3 Ao s s

Sem9 ls R Jlax=| = .

I sl | el 4 st | Lewse 51 VL

v 04 ¥ AR Lasls,l 3 ay by o Cle oy e iy a5 ¥

v 50 Y0 AT Lasls;l 3 4 by o Emlio o ke (51l ¥

v Y YA /YY4 Slodst sl Al 5 gl 1 FY

v s TV A Sl g e (554l s FY

v 50 i) AT sl Sy e (gl ) FF i

v ov i O S e (g5 ael o O E}

v ov i O S PRCUINRVRP JR 72 £

v of t5 VYE I o e 55 5,550 Y N

v [Nld ¥ PN Ji,:.»)'l 6)c-<':*ci Sy ronl s XA _%
v % 12 s Gl S S e (g 5400 5 A
v VA Y4 /Y Gl Sy o ke (gl O o
v V¥ \i2 e S S J xS 0) %\
v V) Yq OV G S s oY |
v A Y e kS S ke (S (S paal Ly O 1,

v s f Yisl POV I o
v £4 Y /0¥ 4, Aol b gl (sael 5 00
v 2 s O ws e ol b gl 2l 0F E
v V) Y4 YN oy Gl s e K ) OV ‘i
v £q \n o/ fy W ,e Al bl OA 3

SHe ,a (sl Il Ad eslinal (lakaz 5 05051 5l dlaars 3, L Sl ol
5 e sal oy SRR Tt S NPE O3l SBlus jsb @
O3 bage 31 VL Carsy 5 SV e gl ane 310 I G asils
233 abh g edd b S ks bge 51 SVL (SO O Cpndy kil
S Gldor 53 s3] 5 sl Jlow 358 0 DU a3 O poinl 8

s oy 5 gl o 458 a5 L oSl o




#4

oMbl gsks bl Sy il Cund

PPN WP TIES PRPR TP C IR POV S PRPS

S i

5,16

35l

R

L

3,16

>,ls

e

S

v

Sz ¥

v
v
v

b Codo ol 51131 AT

SRR (S 9y da 55 (Sl (S5 50eL 5

Mﬁd}ﬁjj}nf‘gﬁd}uuuﬂ.

sl a5l ol

S es Sas Gl g

N ERUERNERNERN

Lo > L[| |l o €| ¢

s 53,5 5 S5L

el

e

Sledst g e by N e

Sl o e (g3lwesly N

Sledst Sy e roes VY

Sl e 5 AT

j-'))\..a‘ olef 3! 6}1)4"\-.';! NY

el bl gl 1 N0

Sletst a5 b i Sledst (65540l 5 N F

LSJ'L-“JL:J, 9 L;j-.wzmljj._. Y
=

e

Cleds

SN SSSSNS

Oledst S g VY

<\

Oleds cla.w slal 3Bl A

Qb»clwg,\iﬂ,u Lol 3 N4

shaiy Olas glawal 355 (gl >l Y

<

Sleds 25158 g5yl Y)Y

Sladst 518 Gl XY

Sndy o iws Spael 5 YV

Sy s gl 7Y

SOleds Sl el (65554l 5 YO

Sladst | jezul gl Y8

ANEENEENTENEN

‘5)\V\JL~»>}6.>>}4L§\J;QJ})‘5&A.E>),\1\J5 Yv

b by e 8l gl YA

b b Sy de gl YA

<\

vJLo‘)Ua\ sl Shls g b 5 s Y

ol Jlanst Sl st claesed X

Sl @) sladsl 3 ¥




WA Sl DAoL ¢ AL Sl ¢35 (g lLS Slisios

(aalal) 5kl b LS 5 by jize Sl gsnan F J s

3,1

3,03

A

3l

3,03

B el

S

v

Sl Cusl J xS (65546l

yy

Sl il J 25 gl !

B ol b i

AR

v
v
v

6N}Qubaw%mbu)|%ﬂ

Yo

SLIE Gl ooy Lyl By s

Arg

(\

S ol e gl

v

<\

OBS oal e 81 S50l

YA

OB LS sl e (gl

AR\

Laslssl b ay by e Clio o e iy o0

A

Lasls,l 3 4 by e Cli o e (5l )

Al

Slodst aasls Al g

¥y

P slasl i ¥

S g ade (6540l

¥y

S g e g

Y

X0

£5

IS e 3 6,555

v

N\ IRERNERNERNERNERNERNERNEEN

IS 5l 6Ky 6l ol

XA

ol slaal 5 0

G Sy S e ol

Sl g Cu e 1

G S J S

St Sy 2L

NENENENEN

i S pe Sl Sl

S S e sl

SAS gl g

“b e Wul b sl sl

o ,e Aol 3 gl >l

oy Sl s K s

NESESR

ad,e alp il

wo,e Al 3V




v w2l (65l Sleds oy pde S

MSMGJ‘J@»EQ)}&J‘A{&A)}: d\é\.{aujwﬁ

Sledst S pde oLl WSS ISO/IEC20000:2005 5 luslwl ulal 5 =)
o mde ilwesly 5 (gl 2V e V,:...M.:...q.\ Sl ke Sl (g5 5ks
oy slaagl 300 blojl glaasl 2F Sleas &l glaasl 5Y Sleas

4o ,e Lol BV J xS slanl 5

53 5 ki Aol S ¥ lssanl (iass ol s edd oLl SYe V=Y
LS L oledbl g5k Sledst o e Condy Slseanal 1OV Cule
A B 06 s s Slopdbl ST 5 il s ool

S

oMo (iludinns (o pde S gt 1 L e (s 057 5 =
lacado ol 515l 3l A8T( 2i e gl oY

'a)L:.; (el o oo MLJ., il Co pde LS)'L.»@JL:.; 39 LSJ,‘.)MLJ" BEE
Ol Co ple (6,50 Wbl G e Jhow (Oleds o ple (g3l
Sl (5wl 5 PNl Dblisl gl > SNl Sllidl (g5 5asl
(bl o b A

(Olods ezl (54l 5 (6 pdy o mes Sl (S ads e pws (6 ael
Sl Ol st asls glaess (Sledbl s Slls gduail 5 o
(Dbl cuwl J 8 Gl coledbl csl J 1S (65 paeb ol

Sl o LI i ja (B sladul 3 i bl slasul 3 s -
Conde Slp Coomly (giie Lilb)y s Gl i iie 5 Dleds
OB S el



WA Olis s DA slads (AL Slay bl 5 (oIS Sliis VY

(Lo Sy o e Sl (e S S e S poael i J 1S ladl s -
e S e Sl S oteb (s S 2l s S JES

o b Al sl s el Bl el s e Al s -
b, Aol Sl el Sl as e S

S ot 5 Loy

ey 25 gl 4 Ol e e el s )
o Oldbl gyl Sl o pde W) 53 e e s <
S sl oS Jlhzas plo 5 b a8 da el clledid (i 08 2w
5 4 o sba il Y Sledbl (5l bl ey e sladsl b
i b sbar B s sl eV Bl s o dlo 1 pd el IS
SR e § e 53 Al AT OT 5813l 5 ol sl
il a3kl b illas eslis Cons > Ml (655l Sl
by Jpol 5 G5 sk a4 Sl ks Sl oy pte sl <
e 358 003 Ll 5 S3lmesly 38 e Dsbar ul by 5 Sl 0l 6
5w, 13 SNk s S 3550 it sk 4 Sl (g5l Sl
Bl 55 e el 3 e el e (el 5w ol Slalsl gl
oo Sl 5 Lt Sldst Gl pamer 9,5 o0 D5
NGI N ARy S TR TP ERY
Olge Cod line SIS oleMbl g5k Sl awe s <
il a S el Slou Sl Gl il sl Ay Gl G s
3 O Sl Dl el Giamen 5 (6 e s Gl el el
5 Al glla 5 ams g Al gl sl Ll 5 w3l sy i3S
3 omt Feod a Sl G Shls )l sy ads 5 pdy) cdedar
5 oen sy a Cowl Jlasl Ol s aslS glae sl (liledllS (gAuaid



vy w2l (65l Sleds oy pde S

i3> Spoaal p Oledbl Lol J 28 sl s peed 5 Lledld iy e
21534y 50 J S ol Jlesl <=J~.ojc,.w| oS

Sate 5 Sladst aliSags o bL mames 5 bl glaanl 3 <
el Wl 5 Jeol b g he ol Sl tld sldd
S sy by Siatal s DA Gaal Sy e (1 5 35 e

ssb a s B sy ) Sl Sy o e s o <
pldl et 5 olite b 4 5 0T bl 5 JES 5 asdel Ll mees
DO sy B 5 sy Sronel 55 ped o e gl 8

Slp 3pbed 1l pws 5 ey sl Os ase il <
ad,e dulp 5w S elnil o3 Gl sy bl 4, S Al 5
28 o Ol E Jsol 5 olaie la oLl )5

Ll ol a5 Cllae pl Ol i) 5 hans ol mB @ s Lo onl ol
ok ol e iAol 03 OlF e e 3l Sl 35 se las L
235 Cels 3 sl 5 s 5l BT Gl sl K55 Ol @ Ly
Olse w01 sllal 5 Slusl ezl 6 Koty o Dbyl & maw o 5V
ol atasls 1 5 S eslinal sl (g9 4 &S > 5 W1 Cgr placal
53 1 OB s 5wl 1) el ol atla s Sldgas Ly 5 ) s
Aoled (5l sllas Cond s S 4 O

ST 5 S sbal o> ) awes cpl Lo ool 5 asbizs 555 0 slgnin
3 ops els D3 ST Sl s Ll G s 4 d s saObsle S
5o Sl dols s eld and slasyltld Lo gles la bl

plil 30y g s Mol Sl O s alul 5 plonil e

.Jj..u



WA Olis s DA slads (AL Slay bl 5 (oIS Sliis V¥

1 ITSM: Information Technology Service Management
2 Muhammad Ramzan

3 Diljit Singh

4).S. Chen and H.T. Tsou
5 Frank Cervone

6 Samuel David Mash

7 MARIO SPREMIC

8 ZLATAN ZMIRAK

9 KRUNOSLAV KRALEVIC
10 Ozge Nazimoglu

11 Yasemine Ozsen

12 ITIL: Information Technology Infrastructure Library

@u

LodilbiliS” Sl jlr) Olajlen it 3 o CADBS (318 tegees ol iy (VYAD) ol ol o3l &5
st oK (il b8 sbOLL (g o ponld Olice] Sl 5500 5 Lao g0

bl OIS Lo o7 AL (5505 e o e Jolse s (VTAD) aabls ¢ oladiiecs
WBOLL oslis JE ol o 3,508 bl 20l gt as (slaolKiil 6 sloodSiils (slo
Oy ol ) i )lS

Sladilbulss Slga abilajle 45 Sledbl (o) 5l5 1 oslizal Conds (VYAD) wsly &yl s
Ol (S ke o2l b)) S abOLY OLp/ S g psle (slaal Sl (5550

O SLtlbulsS 5 Sy g0 (6 ol (lapts ey (VTV) 0L (bldasme s 23
Ol o8l iyl Ll )8 wboll

‘_5‘/.@4./'[55;[.2‘5‘;/[..,«)&)@/)) Sledbl (5wl osliin] Curds ooy OVAY) 0,85 Ol an
Ol Sy ke ol A ) S abOLY O gt ol (sl Loy

SladlbulsS OLILLES L i CleMb] (5,508 2,05 0 de (52,5 Jolse oy OYAY) o o daxl
Ol o8l i)l ol aabobl ol oKl

Sl Sd o pls OLi gl plige 5 8 (sdlbolS OLILLS L (VWAY) als s (sl (0355
Ol ol&sls iyl ol )8 asbobl LObT i Coands s Sledlb/



\ w2l (65l Sleds oy pde S

Cervone, F. (2008). "Managing Digital Libraries: the View From 30,000 Feet;
ITIL: a Framework for Managing Digital Library Services." International
digital library perspectives, 24 (2), 87-90.

[available at: www.emeraldinsight.com/1065-075X .htm]

Chen, J.S. & Tsou, H.T. (2007). "Information Technology Adoption for
Service Innovation Practices and Competitive Advantage: the Case of
Financial Firms." Information Research 12(3), paper 314.

[Available at http://InformationR.net/ir/12-3/paper3 14.html]

Dhillon, G. (2005). "Gaining Benefits from IS/IT Implementation:
Interpretations from Case Studies." International Journal of Information
Management 25, 502-515.

[Available at http://www.elsevier.com/locate/ijinfomgt |

Gil-Garcia, R., J. (2004). "Information Technology Policies and Standards: A
Comparative Review of the States." Journal of Government Information
30, 548-560. [Available at http://www.sciencedirect.com ]

ISO. (2005). ISO/IEC 20000:2005-1, Information technology — Service
management — Part 1: Specification

ISO. (2005). ISO/IEC 20000:2005-2, Information technology — Service
management — Part 2: Code of practice

ITIL. (2007). Glossary of Terms and Definitions. Retrieved july 14, 2010,
from http://www.get-best-practice.co.uk/glossaries.aspx

Mash, S. D. (2008). Technology, Forecasting, and Ambiguity: A Study of
University Decision Making During The Construction of Twenty-First
Century Academic Libraries. PhD diss., University of South Carolina.

Nazimoglu, O., Yasemine O. (2010)."Analysis of Risk Dynamics
in Information Technology Service Delivery." Journal of Enterprise
Information Management 23 (3), 350-364

Ramzan, M., Singh, D. (2009)."Status of Information Technology
Applications in Pakistani Libraries." the electronic library. 27 (4), 573-
587

SPREMIC, M., ZMIRAK, Z. and KRALJEVIC, K. (2008). "Evolving IT
Governance Model — Research Study on Croatian Large Companies."
wseas transactions on business and economics 5 (5), 250-259



