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Abstract : The Philippines is striving to deliver professional and improved public services. The country is committed to making
more effective use of its resources to fulfill its sectoral and development goals. Within the heritage field, the museum needs to
have a strong focus on seeking excellence in its services to its many publics. The National Museum of the Philippines is
mandated as an educational, scientific, and cultural institution. It is important that the museum is more accessible,
understandable, and relevant to the public, and at the same time, it provides a quality experience for an improved client-
oriented service package. This study assessed the service delivery of the National Museum using the modified HISTOQUAL
model. The HISTOQUAL dimensions (Responsiveness, Tangibles, Communications, Consumables, and Empathy) were adapted
that identify the service quality features in the museum sector from the poorest to the most outstanding factor that will be
subject to improvement, as well as those factors that represent strong points of the museum’s services and which are
important to the museum visitors. This also identified the gaps encountered by the respondents that caused such inconvenience
and default on achieving the sectoral and organizational goals of the museum. As an output of the study, the researcher
formulated the service package and adapted the HISTOQUAL dimensions and statements from the assessment through
documentary analysis and data analysis/interpretation.
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