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The objective of this thesis aimed at evaluating the service quality of the Office
of the National Archives and comparing the level of expectations with level of actual
services received in five areas of service quality including service provider, reliability,
physical attributes, information access, and location and surrounding by implementing
SERVQUAL and LibQUAL theories. Research population included were students,
teachers/ researchers, and historian academics, totaling 200 users who received services
more than ten times.

The study revealed that all three research groups had high level of expectations
in all five areas. The area with the highest level of expectation was information access.
When considering the results according to user groups, the area receiving highest level of
expectation from students and historian academics was information access. Teachers/
researchers had two levels of expectation for physical attributes which were high in four
areas and moderate in one area.

As for actual services, users received high levels of actual services in four areas,
and the area with the highest mean was location and surrounding. Users received moderate
level of actual service in one area which was physical attributes. When considering the
results according to user groups, it was found that students, teachers/researchers, and
historian academics received two levels of actual services which were high and moderate,
in which there were four areas with high levels of actual services and one area, which was
physical attributes, with moderate level of actual services.

In testing the differences in the means of the levels of expectations of the three
user groups, it was found that all five areas were nodifferent. As for actual services, three areas
had no difference while two areas, physical attributes and information access, were
different. From the two hypotheses, which were 1.) students, teachers/researchers, and
historian academics had the same expectations towards the service quality of the Office of
National Archives in all five areas, and 2.) the actual service quality of the Office of the
National Archives received by students, teachers/researchers, and historian academics were
different, it could be concluded that the study results were in accordance to the first
hypothesis, but were in partial accordance to the second hypothesis in that the users
received different actual services in two areas which were physical attributes and
information access, while there was no difference in the other three areas.





