Tanzanian Journal of Population Studies and Development, Vol. 30 No. 2, 2023: 63-81

Awareness and User Satisfaction With Archival Services
At the Archives Management Department (RAMD) in Tanzania
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Abstract

This study assesses the awareness of, and user satisfaction with, archival services
that the Records and Archives Management Department (RAMD) provides in
Tanzania. It also identifies constraints undermining effective service access.
Employing a descriptive research design and a mixed-methods approach, the study
collected data from 81 respondents. Of these, four (4) were key informants who
participated in interviews, with the remaining 77 taking part in a questionnaire
survey. We subjected qualitative data to content analysis and processed
quantitative data with the help of the SPSS. Then, Chi-square tests determined the
association between the respondents’ awareness of archival services and their
demographic characteristics. The study found moderate awareness among the
respondents, with gender and education levels varyingly influencing such
awareness. On the one hand, the majority of the respondents reported
dissatisfaction with RAMD services, particularly the reading room space, service
processes, and finding aids. On the other hand, a one-sample test revealed that the
respondents were satisfied with record content and customer care. Inadequate ICT
infrastructure, reading facilities, material deterioration, and the lack of web-based
finding aids emerged as major constraints that contributed to user dissatisfaction.
The study results suggest that RAMD should transition to the use of digital
platforms (such as websites), as well as use of mass media (like radio and
television), to enhance public awareness of RAMD's services. Moreover, the RAMD
should also create a more user-friendly environment, expand the reading room
space, train employees, and digitise all the archival materials.

Keywords: awareness, user satisfaction, archives services, Records and Archives
Management Department

1. Introduction

Archival institutions play a pivotal role in safeguarding historical information,
facilitating the making of informed decisions, and contributing to societal and
national development, all of which need effective management (Rakemane &
Mosweu, 2021). These institutions maintain, make public records accessible, and
weed them (when necessary) to support diverse users, e.g., academics, historians,
students, and the public. The archival services cater for reference, education,
research, administration, publication, and outreach purposes (Rhee, 2015).
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In developed countries, like the United States, national archives provide
quality services, hence high user satisfaction. These developed nations rely on
digital technology for their archival materials, and employ user-centric digital
delivery systems and online finding aids (Rhee, 2015). In this regard, user
satisfaction determination serves as an essential feedback mechanism for
organisations to evaluate and enhance their services (Kumar, 2012). Assessing
user satisfaction through user surveys and other means help to discern customer
expectations and perceptions to make organisations responsive to information-
user needs, and accordingly fine-tune their services. Yet, many national archives
of developing countries, particularly in Africa, contend with neglect and
resource shortages, hence underdeveloped and sometimes shoddy services.
Particularly, they grapple with low staffing levels, inadequate training,
budgetary constraints, and lack of political will, which cumulatively impede
their potential contribution to national development (Garaba, 2013; Kemoni et
al., 2011). Consequently, user engagement with these archives has remained
severely limited relative to more autonomous institutions such as libraries.
Moreover, direct access to online finding aids remains limited, hence creating a
knowledge gap on the availability and accessibility of online resources.

In Tanzania, the Records and Archives Management Department (RAMD),
formerly known as the National Archives, boasts of a rich history dating back to
the colonial era. The RAMD, which was founded in 1965, aims to encourage
good records management practices among institutions, and maintain
permanent public documents (Magaya & Lowry, 2013). Its services include
reference, education, research, and information services aimed to cater to user
needs (Ngulube, 2009). Zeithaml and Bitner (2003) underline how in Tanzania,
user knowledge is crucial for gaining access to, and making use of, archive
services. They also highlight the ways in which user awareness, access, and
usage of RAMD services are interdependent. Apparently, previous studies on
records management in Tanzania has mostly examined obstacles rather than
user satisfaction with RAMD services. To bridge this gap, this study explored
user satisfaction with archival services at the RAMD to determine constraints
that hinder effective provision of such services.

1.1 User Awareness and Satisfaction with the Archives and Services

User satisfaction is a critical metric for evaluating the effectiveness of archival
services. This literature review delves into various user awareness and
satisfaction aspects within archival services, with a specific focus on the Records
and Archives Management Department (RAMD) in Tanzania. Understanding
the factors influencing user satisfaction and the strategies for enhancing archival
services is vital. This review examines the existing research to establish the
knowledge gaps that warrant further investigation. Ngoepe and Ngulube (2011)
underscore the significance of outreach programmes as effective tools, which
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include disseminating information through brochures, websites, newsletters,
and guides. However, their effectiveness, as Maphorisa and Jain (2013) noted,
can be constrained since user awareness often involves the capacity to
independently identify relevant historical sources within archival holdings to
reduce over-reliance on archivists for assistance (Grabowski, 1992).

As a performance indicator for organisations, user satisfaction reflects the
degree to which a product or service aligns with the expectations of
information users (Zeithaml & Bitner, 2003). The alignment of perceived
performance with user expectations constitutes a critical factor in determining
satisfaction (Kotler, 2000). Sadeqiarani (2022) further contends that user
satisfaction serves as a valuable diagnostic tool for service improvement
because of the interplay between what users expect, and what they experience.
On the other hand, diverse perceptions and expectations of users can present
difficulties in meeting their varied needs and aspirations. Kemoni et al. (2002),
for example, found that users of the Kenya National Archives reported
dissatisfaction because of the perceived irrelevance and out-of-datedness of
some archival information. On their part, Chepukaka and Kirugi (2019)
attributed dissatisfaction of users at the same institution to unstable internet
connectivity, low speed of retrieval and finding aids problem. As such,
understanding these diverse information needs and preferences can provide a
basis for delivering satisfactory services.

1.2 Constraints on Providing Archival Services

In Tanzania, the RAMD, as an archival institution, similarly grapple with a
multitude of challenges that impede its capacity to deliver quality and effective
archival services (Mwango, 2015). These constraints have to do with human and
financial resources, access rules, material arrangements, finding aids, marketing
activities, and technological infrastructure. Simply put, these challenges are
largely on the scarcity of both manpower and financial resources (Mwango,
2015). Inadequate staffing levels can disrupt organisational and management
efficiency of archival materials, whereas limited financial resources often stifle
essential infrastructure improvements and digitisation. These resource-related
challenges exert substantial influence on RAMD’s operational capabilities, much
like other similar institutions.

Other challenges revolve around public awareness and attention that
archival institutions garner. Indeed, these archival institutions often suffer from
a lack of prominence both among the public and in government agendas
(Wilson, 2002; Seelakate, 2018), which requires expanding outreach
programmes and enhancing public awareness (Wilson, 2002) to secure the
much-needed recognition and support for archival institutions. In essence, the
success of the RAMD and other similar institutions hinges on their ability to
bridge this awareness gap.
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Furthermore, the digitisation of archival materials presents another
formidable hurdle, particularly in resource-poor developing countries
(Trombone, 2014). Usually, the transition from physical to digital archives is
undercut by limited funding for digitalisation and automation processes.
Similarly, RAMD’s budgetary constraints tends to undermine the preservation
and accessibility of historical records that are now increasingly dependent on
digital formats. The accessibility of archival materials is also closely tied to the
currency of finding aids. Outdated finding aids can considerably hinder users’
ability to locate and utilise archival materials. Yet, many archives in developing
countries lag behind in transitioning to digital services (McGahee & Clayton,
2018; Adeleke & Nwalo, 2017; Mnjama, 2010). The shift from paper-based to
electronic records, together with the growing demand for web-based services:
all implore archival institutions to adapt accordingly. Even though progress has
been made to introduce online archives in developing countries, user
restrictions often persist since such online archives frequently prioritise the
preservation of digital materials over user-friendliness and accessibility, hence
highlighting the need for the adoption of a more user-centric approach.

Overall, the literature review on constraints to providing archival services
underscores the critical need to address them in a bid to advance the quality of
archival services, in addition to exposing a yawning knowledge gap. Specifically,
there is a dearth of recent research on these constraints in the Tanzanian context,
especially when it comes to RAMD services and operations. Even though existing
studies offer valuable insights, further particularised research is essential to
comprehensively understand the challenges and opportunities for enhancing
archival services in the setting of Tanzania. Bridging this gap is pivotal for further
developing the RAMD and similar archival institutions to ensure that they align
with the ever-evolving user expectations and technological advancements.

2. Theoretical and Conceptual Frameworks

This conceptual framework has been informed by the SERVQUAL theory
developed by Parasuraman in 1985, which elucidates on the intricate web of
factors influencing user satisfaction. For the archival services at the RAMD in
Tanzania, the framework portrays the interplay among independent variables, an
intervening variable, and the ultimate dependent variable-user satisfaction. This
framework allowed the study to understand comprehensively the dynamics
shaping service quality and user satisfaction, while highlighting the role of
inadequate or adequate resources as intervening factors. Independent variables
include tangibles, reliability, empathy, responsiveness, activities and services.
Encompassing physical elements such as facility, website, equipment, and
employees, and tangibles created the initial impression of service quality. In this
regard, reliability hinges on the consistent and accurate delivery of services, as
well as establishing trustworthiness. Empathy fosters a customised service
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experience by reflecting the capacity to comprehend and address the
requirements of a user. Being responsive means being nimble when it comes to
providing services on time, and meeting user needs. Also, activities are essential
in determining the quality of services, and cover every activity from acquiring
materials to ensuring accessibility. This variable highlights the significance of
providing high-quality services by ensuring that users receive sufficient and
satisfactory services. Twum et al. (2022) further reinforce the idea that providing
high-quality service is pivotal in catalysing user satisfaction.

In this framework, user satisfaction is a dependent variable —the ultimate
outcome of the interaction between users and archival services. User satisfaction
signifies the extent to which services align with the expectations and needs of
information users. On the other hand, inadequate or adequate resources—
including financing, ICT infrastructure, and staffing—acts as an intervening
variable because they play a pivotal role in mediating the relationship between
the independent variables and user satisfaction. In fact, inadequacies in these
resources can hinder the effectiveness of service provision. Towards this end,
the current study modified Parasuraman’s (1985) SERVQUAL theory to suit this
research, as Figure 1 illustrates:

Adequate/inadequate
Resources
Financial, human
and ICT

~

Awareness
Tangibles/intangibles
Environment
Process
Customer care
Finding aid /

User
Satisfaction

Figure 1: Use and User Satisfaction Nexus
Source: Modified from Parasuraman (1985)

The conceptual model outlines the complex relationships that exist among
independent variables, an intervening variable (adequate/inadequate
resources), and user satisfaction in the context of RAMD’s archival service
provision. Adapted from the SERVQUAL theory, this model guided the
assessment of user satisfaction with a view to making improvement, while
underscoring the pivotal role resource adequacy plays. Independent variables
include awareness, tangibles and intangibles such processes, services, customer
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care, finding aids and records’ content. As for awareness, it refers to the extent
to which users are knowledgeable about RAMD’s archival services.
Contributory factors to such awareness include promotional efforts, marketing
strategies, and user outreach programmes. On the other hand, processes refer to
the procedures and workflows in accessing and utilising RAMD’s archival
materials, for example, ease of requesting records, efficiency of archival staff in
fulfilling requests, and overall smoothness of the information user journey.
Services that RAMD offer such as reference assistance and preservation rout to
be of the desired quality and timely delivered.

Regarding customer care, it has to do with interpersonal interactions between
the RAMD personnel and information users. Positive attributes of customer care
include responsiveness, helpfulness, and courtesy of staff members when
dealing with users to meet their archival needs. Finding aids constitute tools and
guides that help users locate and navigate through archival materials and save
time. This variable covers the availability and effectiveness of finding aids, such
as indexes, catalogues, and online search tools. For record content, the focus is
on the quality and relevance of the archival records. Factors here include the
comprehensiveness of the collection, the accuracy of metadata, and the records’
historical significance. Each of these independent variables contributes to the
overall user experience when interacting with the RAMD archival services.
Understanding and managing these variables, therefore, can help improve user
satisfaction for the effectiveness of the archival service. Adequate or inadequate
resources constitutes an intervening variable in the conceptual framework
because it represents the availability and sufficiency of financial and human
resources, as well as ICT infrastructure in the RAMD, as they mediate the
relationship between independent variables and user satisfaction.

3. Methods

3.1 Study Area

The primary focus of the study was the Dar es Salaam-based Records and Archives
Management Department (RAMD) in Tanzania. The RAMD caters to a broad and
diverse spectrum of users, including researchers, historians, government officials,
international visitors, students (at both higher and lower educational levels), as
well as public and private institutions. This diversity in the user base makes this
research site generate a rich and varied pool of perspectives and experiences to
draw upon in the study. Besides, being a public institution, the RAMD is subject to
public scrutiny and accountability, which ensures transparency and access to
information, making it an ideal location for a study focusing on assessing user
satisfaction with public archival services. Furthermore, the Dar es Salaam region,
where the RAMD is situated, is an easily accessible location and a commercial hub
of the country where innumerable activities relating to national archives occur.
This accessibility facilitated data collection, interactions with information users,
and observance of on-site research activities.
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3.2 Research Design

The study employed a descriptive research design, with emphasis on the survey
method. The descriptive research design was well-suited for comprehensively
exploring the respondents’” attitudes and opinions for the research, whose focus
was on grasping user satisfaction in the context of the RAMD archival service
provision. Employing this research design also allowed the researchers to
capture a broad spectrum of insights into user attitudes and opinions.
Particularly, the survey method facilitated a comprehensive exploration of the
people’s attitudes and opinions through interviews and questionnaires on
specific issues. This study utilised surveys to represent population segments and
research approach that combined quantitative and qualitative data for a holistic
understanding of the research problem. This approach allowed for
triangulation, combining insights from both methods, and mitigated limitations
of using either approach in isolation. Its advantages include a comprehensive
investigation of a phenomenon.

3.3 Sampling and Sample Size

The study sample comprised 81 respondents distributed as four key informants
(heads of sections) purposively selected based on their strategic position for
participating in interviews, and 77 other respondents (both users and staff) who
completed self-administered questionnaires. Convenience sampling facilitated
the selection of this larger group. Convenience sampling came in handy because
of the devastating impact of the COVID-19 epidemic that reduced the number
of on-site users due to social distancing and, hence, elongated the process of
encountering new archival resource users.

3.4 Data Collection and Analysis

To collect the requisite data, the researchers interviewed four heads of sections,
and distributed questionnaires with both closed and open-ended questions to
77 respondents. The SPSS facilitated the generation of frequency distributions,
percentages, tables, and figures derived from quantitative data, backed up by
statistical tests such as chi-square and one-sample tests. Qualitative data, on the
other hand, were subjected to content analysis that enabled a systematic
examination of textual information to extract meaningful insights and generate
themes in accordance with the research aims.

4. Results and Discussion

4.1 Demographic Characteristics of the Respondents

The demographic characteristics of the respondents in this study covered the
respondents’ gender, age, and education levels to generate information on the
respondents” backgrounds. To begin with, the study determined the gender of
the respondents, whose results have been summarised in Table 1.
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Table 1: Gender of the Respondents (n=77)
Category Frequency Percent

Male 37 48
Female 40 52
Total 77 100

Source: Survey data (2021)

In other words, there was a relatively balanced representation of both genders
within the respondent pool. The slight difference in the number of male and
female respondents suggests a near equilibrium in terms of gender participation
in utilising archival resources. However, the data was generated in 2021, and
gender distribution may have evolved since then.

The study also sought to establish various categories of age among the
respondents, as Figure 2 presents.

Table 2: Respondents” Age Groups (n=77)

Category Frequency Percent
Less than 30 years 13 16.9
31-60 years 62 80.5
61 years and above 2 2.6
Total 77 100

Source: Survey data (2021)

Table 2 shows that a significant proportion of the respondents, accounting
for 80.5 percent of the participants, belonged to the age group spanning from 31
to 60 years. In contrast, the distribution of respondents in other age categories
was relatively smaller. Specifically, the age group of the respondents under 30
years constituted 16.9 percent; whereas those aged 61 years and above
accounted for a modest 2.6 percent. Given this distinct age distribution, this
study delved deeper into its potential implications, particularly regarding its
influence on the awareness of archival resources, as Table 5 further illustrates.

Influenced by their educational backgrounds, respondents” preferences for
specific services often vary. For further exploration, we categorised respondents
into several educational levels — certificate, diploma, bachelor’s degree, master’s
degree, and PhD —whose results feature in Table 3:

Table 3: Education Levels of the Respondents (n=77)

Category Frequency Percent
Certificate 4 5
Diploma 19 25
Bachelor degree 23 30
Master” degree 26 34
PhD 5 7
Total 77 100

Source: Survey data (2021)
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The results indicate that the majority of respondents held master’s degrees,
comprising 34 percent of the total. Following closely were those with bachelor’s
degrees, making up 30 percent of the sample. In contrast, a smaller proportion (5%)
possessed certificates; whereas 7 percent had PhD qualifications. This distribution
underscores the participation of individuals across various educational levels to
ensure a diverse and comprehensive dataset for analysis.

4.2 Respondents’ Awareness of Archival Services
In this regard, the study considered the extent of awareness among respondents on

the archival services offered by the RAMD in Tanzania. Table 4 presents the results.

Table 4: Respondents’ Awareness of Archival Services (n=77)

Category Frequency Percent
Aware 15 35
Moderately aware 28 65
Total 43 100

Source: Survey data (2021)

As Table 4 illustrates, the majority (65 percent) of the respondents reported
being moderately aware of the archival services that RAMD provides. In contrast,
only 35 percent claimed to be fully aware of these services. This finding aligns
closely with Out and Asante’s (2015) study, which similarly found low awareness
levels among inhabitants regarding services offered by the national archives of
Ghana. These results underscore why the RAMD ought to intensify its efforts to
promote its services and raise awareness among its user base.

To bolster public awareness, RAMD’s management must also look beyond its
current methods of information dissemination. One promising avenue is the
utilisation of online platforms for educational purposes. As one interviewee noted:

“In addition to diversifying our marketing strategies, we are in the process of implementing online
educational initiatives to expand users” awareness of archival services.”

This interviewee emphasises the need for the RAMD to diversify its marketing
strategies and embrace online educational initiatives. The interviewee suggests that,
in addition to traditional methods of information dissemination, such as marketing
through conventional channels, the RAMD should actively work on implementing
online educational programmes to expand users” awareness of archival services. By
acknowledging the limitations of current marketing approaches, the interviewee
suggests that simply relying on traditional methods may not be effective in reaching
and informing the community about the services RAMD offers.

The shift towards online platforms —including websites, and mass media
such as radio, and television —can help achieve a wider reach in addition to
enhancing awareness. Impliedly, the RAMD recognises the value of
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leveraging digital tools and platforms to communicate with a broader
audience. Thus, online educational initiatives can serve as an effective means
for educating the public about the significance of archival services, available
resources, and how individuals and various sectors can benefit from utilising
archival resources that RAMD provides. The emphasis on diversification and
the use of digital platforms aligns with contemporary communication trends,
and reflects a proactive approach to raising awareness and user satisfaction
with archival services in Tanzania. This finding signals the ineffectiveness of
RAMD’s current marketing approaches. As such, a shift towards digital
platforms —such as websites, as well as mass media like radio, and
television—can translate into a wider reach and improved awareness of
RAMD’s services. As highlighted by Kamatula and Saurombe (2013), RAMD
possesses the potential to boost user awareness across the entire community
and various sectors.

4.2.1 Relationship between Education, Awareness of Archival Services and Gender
The cross-tabulation in Table 5 examines the relationship between the
respondents” educational levels, awareness of archival services, and gender. In
this regard, the Chi-square tests assessed the statistical significance of these
relationships. Table 5 presents the results:

Table 5: Cross-tabulation between Educational of respondents and Awareness
of RAMD Archival Services (n=77)

Demographic Awareness of Archival Services
Characteristics A Moderately Total Chi-square df Sig.
ware
Aware
Age group
Less than 30 years 8 (32%) 5(9.6%) 13 (16.9%)
31-60 years 17 (68%) 44 (84.6%) 61(79.2%)
61 years and above 0 (0%) 1(1.9%) 1(1.3%)
Total 34 (100%) 43 (100%) 77 (100%) 4.023 4 403
Educational levels
Certificate 2 (5.9%) 3(7%) 5(6.5%)
Diploma 16 (47.1%) 3 (7%) 19 (24.7%)
Bachelor degree 11324%) 1125.6%) 22 (28.6%)
Master’s degree 5(14.7%) 21 (48.8%) 26 (33.8%) 23206 4 .000
PhD 0(0%) 5(11.6%) 5(6.5%)
Total 34 (100%) 43 (100%) 771 (00%)
Gender
Male 25(73.5%) 12 (27.9%) 37 (48.1%)
Female 9(26.5%) 31(72.1%) 40 (50.9%)
Total 34 (100%) 43 (100%) 77 (100%) 158321 .000

Source: Survey data (2021)
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The results reveal significant associations between awareness of archival
services and both gender and educational levels at a 5 percent level of
significance. However, there is no significant association between awareness of
services and the age of the respondents. These findings suggest that education
plays a crucial role in determining individual awareness of information sources,
including archival services. These results align with Adeleke and Nwalo (2017),
whose study examined the relationship between information literacy and the
use of electronic information resources for academic purposes at Ibadan
university in Nigeria. Their findings similarly established a relationship
between gender and the choice of information sources.

4.3 User Satisfaction with RAMD Services

In this study, the respondents also rated their satisfaction with both the tangibles
and intangibles at the RAMD, such as reading environment, processes, customer
care, archival records’ content, and finding aids. The respondents specifically
rated the service environment prevailing at RAMD. Their responses are as
presented in Figure 2:

W Satisfied

31(40%)

Moderate

Not satisfied
30(39%)

Figure 2: Service Environment at RAMD (N=77)
Source: Survey data (2021)

Figure 2 presents a nuanced picture of user satisfaction at RAMD. Only a
minority (21 percent) of the respondents reported being satisfied with the service
environment. A significant proportion were either moderately satisfied or
dissatisfied with the service. User satisfaction is pivotal for the effective
functioning of archival services, as it directly affects users’ willingness to engage
with, and utilise, the available resources. During an interview, one of the
respondents explained the challenges users faced by stating:

“The RAMD area is too small to accommodate many users at once. For example, the search
room is too small to house more than fifteen users. Therefore, we are in the process of
expanding our archive and search room areas to create a conducive environment for users.”
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In this case, space is a critical issue that users contended with, hence their
dissatisfaction with the service environment at the RAMD in Tanzania.
Specifically, the limited space in the search room is a less-than-conducive
environment, hence creating challenges for users. Too, the respondent
mentioned RAMD'’s location in the city centre as also limiting the possibility of
expanding the building. This finding also resonate with Mairaj and Naseer
(2013), who found that many developing countries struggled with user
congestion due to inadequate space. In this regard, Ngulube (2009) underscores
the importance of ensuring sufficient space before constructing archives to
ensure better housing and user-friendly operational environments.

4.3.1 Extent of User Satisfaction with RAMD Processes

This study gauged user satisfaction with the service process at the RAMD.
Figure 3 presents the results of the respondents’ rating of their satisfaction with
RAMD processes:

W Frequency M Percent

1

wn
<
wn
(32}
X}
| I
o ©
(o]
N I
N | I
I |
Satisfied Moderately satisfied Not Satisfied

Figure 3: Service Process at RAMD (n=77)
Source: Survey data (2021)

As Figure 3 illustrates, there is a nuanced perspective on user satisfaction
with the service process at the RAMD. A minority (28.6 percent) of the
respondents reported being satisfied with the service process whereas almost
a similar figure (26 percent) were dissatisfied. Meanwhile, a significant
number (45.5 percent) was moderately satisfied with the RAMD processes.
User satisfaction with the service process is a critical aspect of quality archival
service delivery, as it directly influences users’ overall experience, which
underlines the importance of RAMD expediting its efforts to provide high-
quality services that save users time and offer them a more streamlined
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experience. After all, the service process is supposed to be an organised
performance by individuals or organisations to meet user needs (Zeithaml et
al., 2018). Implicitly, based on the majority of users’ perceptions RAMD’s
services were not yet user-friendly.

4.3.2 Extent of User Satisfaction with RAMD Customer Care

The study also assessed user satisfaction with customer care provided by service
workers at RAMD. Figure 4 presents the results:

m Satisfied mModerate m Not Satisfied

Figure 4: Respondents’ Satisfaction with Customer Care (n=77)
Source: Survey data (2021)

Figure 4 provides valuable insights into user perceptions of customer care at
RAMD. A significant majority of respondents (57 percent) expressed satisfaction
with the customer care they received, and another significant number (31
percent) expressed moderate satisfaction. Only a small number (12 percent) of
the respondents indicated being dissatisfied with the customer care they
experienced. The satisfaction with customer care in the current study resonates
with Palalani et al. (2016), whose study in Botswana found the quality of
customer care at the Records Management Unit in that country to be top-notch.
In other words, RAMD employees generally performed their duties well,
however with room for further improvement.

Moreover, to enhance user satisfaction with customer care, the RAMD
should consider exploring different techniques and approaches to customer
service delivery. By identifying best practices and continuously refining their
customer care methods, the RAMD can make a larger proportion of their users
very satisfied with their interaction with archival services provided. After all, as
Garaba (2013) explicates, the state of archives in many African countries was
largely characterised by low staffing levels, inadequate staff skills and limited
experience in providing quality services to users. Thus, the RAMD needs further
investment in training its employees in customer care to ensure they acquire the
requisite skills and knowledge to satisfy users on a consistent basis.
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4.3.3 Extent of User Satisfaction with Content of Archival Records
Respondents further rated their satisfaction with the content of archival records.
Table 6 presents the outcome for these ratings:

Table 6: Respondents’ Satisfaction with Archival Records Content (n=77)

Category Frequency Percent
Satisfied 49 63.6
Moderately satisfied 23 29.9
Not satisfied 5 6.5
Total 77 100

Source: Survey data (2021)

Table 6 shows that a significant majority (64 percent) of the respondents
expressed satisfaction with RAMD content, with only a negligible number (6.5
percent) indicating dissatisfaction. The remaining respondents reported being
moderately satisfied. Collectively, the results suggest that users at the RAMD
generally had a positive view of the archival materials they accessed. However,
observations revealed instances of materials being in poor state, torn, or even
missing, which could erode user satisfaction. One interviewee aptly explained:

“Users prefer quality materials. In response, RAMD has developed a comprehensive record
management programme aimed to ensure that materials remain in good condition, and are
preserved meticulously.”

The interviewee acknowledges that users preferred high-quality materials,
implying that the condition of archival records significantly influences user
satisfaction. Moreover, the mention of RAMD’s comprehensive record
management programme suggests that the institution was proactively
addressing the issues of poor condition, tearing, or loss of archival materials.
This programme requires strategic initiatives aimed to preserve materials
meticulously, ensure their longevity, and maintain a standard of quality that
meets users’ expectations. By stressing the value of quality materials and the
implementation of a dedicated record management programme, the RAMD
strives to meet user expectations and bring about a positive user experience.

4.3.4 Extent of User Satisfaction with Finding Aids
The respondents also rated their satisfaction with the finding aids available at
the RAMD. Table 7 presents the results:

Table 7: Respondents’ Satisfaction with Finding Aids (n=77)

Category Frequency Percent
Satisfied 32 41.6
Moderately satisfied 33 429
Not Satisfied 12 15.6
Total 77 100

Source: Survey data (2021)
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Table 7 offers insights into user perceptions of finding aids at the RAMD.
Only 32 (42.9 percent) expressed satisfaction, with a similar number (42.9
percent) indicating moderate satisfaction, and a minority (15.6 percent, n=12)
saying they were not satisfied at all. Further probing revealed that some
respondents recommended the updating of finding aids, whereas others
suggested the introduction of an online alternative. These responses highlight
the importance of finding aids as crucial access tools that can either facilitate or
hinder users’ access and utilisation of archival materials. Similarly, Ngulube
(2009) identified the lack of adequate and relevant finding aids, as one of the
major challenges to accessing archival materials in Africa. Evidence from
interviews further reinforced the idea that access mechanisms presented a
significant challenge to the RAMD, with one respondent specifically mentioning
inadequate electronic storage devices. Another challenge that emerged during
the study was the inconsistent assignment of materials to finding aids, with
some materials unavailable on the shelves. These disparities made it more
difficult to provide users with high-quality services effectively and efficiently,
and highlight the need to enhance the calibre and accessibility of finding aids at
the RAMD. According to Qingchun et al. (2023), improving finding aids is one
of the areas that need improvement to boost user satisfaction.

4.3.5 User Satisfaction Across Key Variables

To identify which aspects of user experience at the RAMD lead to, or undermine,
satisfaction, we carried out a one-sample test on four critical variables in this
study: satisfaction with the environment, service process/waiting time,
customer care, record contents, and finding aids. Table 8 presents the results.

Table 8: One-Sample Test on User Satisfaction

Test Value =0

Category t df Sig. Mean 95 percent
(2-tailed) Difference Confidence
Interval of the

Difference
Lower  Upper
Satisfaction with reading 25289 76  .000 2.19481 2.0220 2.3677
environment
Satisfaction with processes 23.316 76 .000 1.97403 1.8054 2.1427
Satisfaction with customer care 19412 76 .000 1.54545 1.3869 1.7040
Satisfaction with content 20.344 76 .000 1.42857 1.2887 1.5684
Satisfaction with finding aid 21371 76 .000 1.74026 1.5781 1.9024

Source: Survey data (2021)

As evidenced in Table 8, the means for user satisfaction across key variables at
the RAMD suggest that the respondents were more satisfied with the archival
record contents and customer care than they were with finding aids, processes and
the reading environment. In other words, users had a more favourable experience
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with the quality and content of the archival materials and customer care provided
than with the other two variables. However, as Qingchun et al., (2023) suggest, there
is room for further improvement in service process/ waiting time and finding aids.
Specifically, the RAMD should consider enhancing user satisfaction with the
reading environment, streamlining the service process and waiting times, and
improving the accessibility and effectiveness of finding aids. Such improvements
could add value to its services, and further enrich their users’ experience.

5. Challenges to Accessing and Utilising Archival Services
The study further sought to uncover the barriers and challenges that users
encounter when accessing and using archival services that RAMD provides. In
this regard, respondents had a checklist from which to identify the multiple
challenges they faced. Several significant issues emerged as primary obstacles
to effective access and use of archives. A substantial number (65 percent, n=50)
of the respondents identified the deterioration of archival materials as a
significant challenge. During interviews, one key informant said, “The older
archives are in danger of being dilapidated and are locked in boxes because they are very
hard to read.” This finding aligns with Ngulube’s (2003) observation that archives
at public archives in South Africa had deteriorated significantly due to
moulding, paper acidity, frequent handling, and insect damage. Implicitly, there
is a critical need for meticulous preservation efforts to prevent further
deterioration of precious records. On the other hand, one key informant raised
concerns about inadequate staffing, which contrasts with the findings of
Magaya and Lowry (2021), who found staffing not to be an issue in their 50-year
review for Tanzania’s archives. This discrepancy may arise because, between
2015 and 2020, the government froze the hiring of new employees before
resuming such recruitment in 2021. Adequate staffing is essential for
maintaining and providing access to archival materials effectively.

A substantial number (56 percent, n=44) of the respondents) cited technical
challenges as obstacles to accessing and using archival services. During an
interview, one informant elaborated these challenges, thus:

“The ICT infrastructure is inadequate in the search room; there are few computers, and there are no
supportive tools or staff for disabled users.”

The inadequacies in the ICT infrastructure within the search room—a critical
space for users engaging with archival materials—is also evidenced by the
availability of only a ‘few computers’, hence, a scarcity of useful technological
resources for users. Indeed, in an era where digital access plays a vital role in
archival research, such a critical shortage of computers can impede efficiency,
while aggravating the convenience of users. Additionally, the absence of
supportive tools for disabled users raises concerns about inclusivity and
accessibility. Inevitably, such a lack limits the capacity of individuals with
disabilities to engage fully with archival resources.
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Mwango (2015) emphasised the importance of improving technical services,
as enhanced technical services can significantly enhance user satisfaction. Yet,
in the current study, the majority (77 percent, n=59) expressed dissatisfaction
with the inaccessibility of finding aids online. Further inquiries revealed that
most of the respondents had to physically visit the archives to access the
information they needed. One key informant said: “Frankly, we are still behind on
uploading finding aids online. COVID-19 has made this even more necessary.” This
statement illustrates the challenges users faced in accessing finding aids online
at the RAMD in Tanzania. The process of uploading finding aids online at the
RAMD lag behind. At the time of the study, the online availability of finding
aids—a crucial tool for users to locate and access specific archival materials —
largely failed to meet user expectations. The mention of the COVID-19 pandemic
adds another layer to the challenge. The global health crisis exacerbated by the
pandemic necessitated a shift towards digital services and remote access, hence
making online availability of finding aids even more critical, especially during
periods of restrictions or lockdowns that preclude physical visits as part of social
distancing. Mnjama (2010) strongly supports facilitating access to collections for
education and research purposes. Moreover, technological advances during the
digital age demand readily available valuable materials in online databases, as
noted by Rujayachayakul (2013). The RAMD has yet to harness fully ICT
benefits to make its services even more effective.

6. Conclusion and Recommendations

The archival services offered by the RAMD are undeniably vital, serving as
essential reference and evidentiary resources for a wide range of users.
However, the majority of the respondents were only moderately aware of the
services offered by the RAMD. Similarly, the majority were also moderately
satisfied with archival services due to several challenges, such as financial
constraints, staffing inadequacies, an inhospitable user environment, over-
reliance on manual finding aids, and an underdeveloped technological
infrastructure that hinder an effective delivery of satisfactory services to users.
As such, the RAMD should transition to digital platforms to enhance the
awareness of its services among the public. Doing so could enhance the
visibility, accessibility, and usability of archival materials and, subsequently,
lead to the development of online access through the uploading of archival
materials. In addition, the RAMD should create a user-friendly environment by
expanding the search room to accommodate more users, updating finding aids,
and equipping the reading room with an adequate number of computers.
Furthermore, the government should formulate policies tailored to preserve and
conserve archival materials. Such policies can mitigate the deterioration of
archival materials to ensure their ready availability, and reduce the tendency of
retaining damaged materials.

TJPSD Vol. 30, No. 2, 2023



80 Witness Elibariki Mollel & Hosea Mungwabi

References

Adeleke, D. S. & Nwalo, K. I. N. 2017. Availability, Use and Constraints to Use of Electronic
Information Resources By Postgraduate Students at the University of Ibadan.
International Journal of Knowledge Content Development & Technology, 7(4): 51-69.

Chepukaka, Z. K. & Kirugi, F. K. 2019. Service Quality and Customer Satisfaction at
Kenya National Archives and Documentation Service, Nairobi County: Servqual
Model Revisited. Int. J. Cust. Relat, 7(1): 1-14.

Garaba, F. 2013. The FIFA Goal Landmark Controversy: A Case for Records Keeping in
International Sports Management. ESARBICA Journal 32: 76-79.

Grabowski, J.J. 1992. Keepers, Users, and Funders: Building an Awareness of Archival
Value. American Archivist 55: 464-472.

Hayati, S. 2020. The Effect of Service Quality and User Value on the Satisfaction and Loyalty
of Users at Library and Archives of Padang City. Technium Soc. Sci. J., 8: 538-551.

Kamatula, A.G & Saurombe, M. N. 2013. The Role of Archives in the Promotion of
Documentary National Heritage in Tanzania, South Africa and Botswana. ESARBICA
Journal 32: 112-113.

Kemoni, N.H 2002. The Utilization of Archival Information By Researches in Kenya. A
Case Study of the University of Nairobi. African Journal of Library, Archives and
Information Science, 12(1): 69-80.

Magaya, C. & Lowry, J. 2012. The National Archives of Tanzania Fifty Years After:
Wright's Report on the Government Records and Public Archives of Tanganyika.
http:/ /www.utumishi.go.tz/nyaraka (Accessed: 10t October 2021).

Mairaj, M. & Naseer, M.M. 2013. Library Services and User Satisfaction in Developing
Countries. Health Info Library Journal 30(4):318-26.

Maphorosa, M. & Jain, P. 2013. Marketing of Archival Reference Services at Botswana
National Archives and Records Services. ID 131158010 (Accessed: 24" November,
2022).

McGahee, C. 2018. Making Special Collections Accessible to Users: Finding Aids.
International Journal of Legal Information. 46(1): 31-38.

Mnjama, N. 2010. Preservation and Management of Audiovisual Archives in Botswana.

Mwango, R. 2015. Awareness and Use of Archival services by the Public at Records and
Archive Management Division, Tanzania. MSc. thesis, Moi University, Kenya.

Ngoepe, M. & Ngulube, P. 2011. Assessing the Extent to which the National Archives
and Records Service of South Africa has Fulfilled its Mandate of Taking the Archives
to the People. Innovation: Journal of Appropriate Librarianship and Information Work in
Southern Africa, 2011(42): 3-22.

Ngulube, P. 2003. Preservation and Access to Public Records and Archives in South
Africa. PhD Thesis, University of Natal, South Africa.

TJPSD Vol. 30, No. 2, 2023


http://www.utumishi.go.tz/nyaraka

Awareness and User Satisfaction With Archival Services at the RAMD 81

Ngulube, P. 2009. Preservation and Access to Public Records and Archives in South Africa.
https:/ /journals.co.za/doi/pdf/10.10520/EJC78999 (Accessed: 21¢t February 2022).

Out, B.O and Asante, E. 2015. Awareness and Use of the National Archives. Evidence
from the Volta and Eastern Regional Archives. Brazilian Journal of Information Studies:
Research Trends 9(2): 21-25.

Qingchun, K., Guo, Y., and Wen, C. 2023. A Study on Strategies to Enhance Satisfaction
with Archival Services in Higher Education Institutions. Social Security and
Administration Management, 4: 54-59.

Palalani, P. N.M., Mooko, N. and Natham, M. 2016. Customer Service at the Records
Management Unit of Botswana Ministry of Labour and Home Affairs. African Journal
of Library, Archives and Information Science, 26(2): 155-165.

Rakemane, D. & Mosweu, O. 2021. Challenges of Managing and Preserving Audio-
Visual Archives in Archival Institutions in Sub Saharan Africa: A Literature
Review. Collection and Curation, 40(2): 42-50.

Rhee, H. L. 2015. Reflections on Archival User Studies. Reference and User Services.
Quarterly, 54(4): 29-49.

Rujayachayakul, P. 2013. Digital Publishing: Information Trend for Library. Chaing Mai
University Library Journal 14 (12) Trombone, Antonella 2014. “New display models of
bibliographic data and resources: Cataloguing / resource description and search
results. JLIS.it, n.5(2): 19-32.

Twum, K. K., Adams, M., Budu, S. & Budu, R. A. A. (2022). Achieving University
Libraries User Loyalty Through User Satisfaction: The Role of Service Quality. Journal
of Marketing for Higher Education, 32(1): 54-72.

Sadegiarani, Z. 2022. Developing a Model of Users’ Satisfaction and Loyalty Based on
Content and Structural Quality of E-Service (Case: The National Library and Archives of
Iran Website). Sciences and Techniques of Information Management, 8(1): 143-192.

Seelakate, P. 2018. Standards and Standardisation for Archival Practices in Thailand.
Ph.D. Thesis, University College London, United Kingdom.

Veerachard, ]. 2010. Digital Archives. http://www lib.cru.in.th/crulib- ejournal/pic/
2.pdf 9 (Accessed 5t March, 2020).

Wideman, T.J. 2022. Archives and Care: Caring Archival Research Practices in
Geography. https:/ /doi.org/10.1111/cag.12806 (Accessed 15th August, 2021).

Zeithaml V.A. Parasuraman, A. Malhotra, A. (2002). Service Quality Delivery Through
Website: Article Review of Extant Knowledge. Journal of the Academy of Marketing
Science, 30(4): 362-375.

Zeithaml V.A. & Bitner, M. 2003. Services Marketing. Integrating Customer focus Across the
Firm. New York: McGraw -Hill/Irwin, United States.

TJPSD Vol. 30, No. 2, 2023


https://journals.co.za/doi/pdf/10.10520/EJC78999
http://www.lib.cru.in.th/crulib-%20ejournal/pic/
https://doi.org/10.1111/cag.12806

