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Abstract

Introduction: Today, organizations, especially libraries focus on the value of relationships
with their customers and changing their strategies from product-oriented to customer-
oriented ones, and librarians have also considered the quality of services to keep their users
satisfied. User satisfaction monitoring system is very important as an effective strategy. The
system for monitoring customer opinions and satisfaction is a suitable tool that can put the
organization in continuous communication with customers and through the feedback that
received from them, while being aware of the degree of success in obtaining their satisfaction,
in relation to determining the shortcomings and formulating appropriate strategies to improve
the situation. Remains available to act effectively. This has left us with considerable
confusion as to what will ensure a successful implementation of a monitoring system and its
potentiality to significantly improve customer relationships, requiring significant research
into the status quo and evaluation of key success factors. It has helped other organizations to
manage their monitoring system more effectively and thus achieve better performance. In
response to this research need and by appealing to the opinion that the concept of the
monitoring system is a joint step by the fields of marketing, management and information
technology, this research aims to formulate guidelines that effectively help library
organizations in implementing the monitoring system Therefore, the present study was

conducted with the aim of investigating the possibility of establishing a user satisfaction
monitoring system in the Organization of Libraries, Museums and Documents Center of
Astan Quds Razavi from the point of view of librarians.

Methodology: This quantitative research is part of descriptive-survey research in terms of
practical purpose and in terms of data collection. The data collection tool was a researcher-
made questionnaire. A qualitative method was used to measure the content validity of the
guestionnaire. In this way, the prepared questionnaire was given to 11 instructors in the field
of knowledge and information science, as well as to the management of the Astan Quds
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Razavi Library. The statistical population of the study was librarians working in the central
library of Astan Quds Razavi, among them 130 people were selected by simple random
sampling and the questionnaires were distributed among them. In this research, librarians
were examined both as participants in the system implementation process and as end users.
Data analysis was done with using SPSS software at two descriptive and inferential levels.
Results: Based on the findings, the library as a "social institution" whose necessity is
understood according to the needs of the society and the society is seriously involved in the
formation, continuation of activity and proportional growth, or the cessation of its activities.
The library is more influenced by customer-oriented approaches than other organizations.
Therefore, the success in creating and establishing a system for monitoring users' opinions
depends more than anything else on the organization's customer-oriented approaches,
policies and strategies. Among the dimensions of customer orientation, user satisfaction is
considered the center of gravity of customer orientation activities, which is in a relatively
favorable situation in the studied library. Based on this, the findings of the research indicated
that the average of the strategic planning is significantly higher than the average. Also, the
findings of the research indicated that the average of the organizational culture component is
significantly more than the average. The results of the research on the dimension of the
internal marketing also showed that the rate of this factor is significantly more than the
average. In addition, the innovation component is also significantly higher than the average,
in line with the findings of past researches. It was also found that the status of the four factors
affecting the establishment of the monitoring system from the management perspective
including strategic planning, organizational culture, internal marketing and project
management is in an acceptable state. It can also be said that the library organization has the
potential preparation for the establishment of the users' opinion monitoring system due to the
cultural background originating from the Razavi culture on the one hand and the organizational
culture governing the organization on the other hand. Also, in order to reach its goals in
establishing its monitoring system, the library organization needs to focus more on internal
marketing techniques. The success of the user monitoring system depends on the customer's
knowledge management mechanisms. Although the existing situation in the organization is
above the average level and it needs more strengthening from the organization. In addition, it
can be concluded that the employees of the library organization are ready to accept it, realizing
that the monitoring system has a direct and positive effect on their job performance and on the
other hand, the ease of using it by making it predictable for them.

Keywords: User Satisfaction, User Satisfaction System, Organization of Libraries, Museums
and Documents Center of Astan Quds Razavi, Feasibility Study
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