CLASS C

Ot. LLC-CSG-FR-136.00
LBP LEASING AND FINANCE CORPORATION
(A LANDBANK Subsidiary)

15" Floor SycipLaw Centre Bldg, #105 Paseo de Roxas St. 1226 Makati City
Telephone Number 8818-2200/ Fax Number 819-6176

INVITATION TO QUOTE FOR THE PROCUREMENT OF SERVICES TO CONDUCT LLFC’s CY 2024

CLIENT SATISFACTION MEASUREMENT (CSM)
(LLFC-CAP-24-028)

REQUEST FOR QUOTATION (Small Value Procurement)

LBP Leasing and Finance Corporation (LLFC) through its Bids and Awards Committee (BAC) will undertake a
Small Value Procurement in accordance with Section 53.0 of the 2016 Revised Implementing Rules and
Regulations of the Republic Act No. 9184.

Procurement of Services to Conduct LLFC’s CY 2024 Client Satisfaction

Name of the Project | Measurement (CSM) (LLFC-CAP-24-028)

Approved Budget of the

Contract (ABC) Five Hundred Thousand Pesos (PhP500,000.00)

BACKGROUND

LBP Leasing and Finance Corporation (LLFC), the client, is seeking to hire an independent Research Firm, to
conduct LLFC’s CY 2023 Client Satisfaction Measurement survey on clients and business partners to assess
the overall satisfaction and perception of clients on the services they availed from LLFC.

OBJECTIVES OF THE SURVEY

The goals of the survey are to:

1. Determine the level of satisfaction in terms of the client’s delivery of services to its stakeholders;
2. Assess the general impact of the client’'s programs and projects to its stakeholders; and

3. Ascertain the opportunities for improvement.

SCOPE OF WORK AND METHODOLOGY

The scope of work and methodology for the study will be based on the attached Terms of Reference (TOR).

Project Completion Not later than January 31, 2025

1. Please accomplish the following:
a.) Price Quotation Form (Annex “A”) together with the supplier’s official proposal/quotation
b.) Statement of Compliance under Schedule of Requirements and Technical Specifications (Annex “B”)
¢.) Original and notarized Omnibus Sworn Statement (Annex “C")
d.) Original and notarized Secretary’s Certificate for proof of authorization

Submit in a sealed envelope to LBP Leasing and Finance Corporation office located at 15% Floor, SyCip Law
Centre Bldg, #105 Paseo de Roxas St., Makati City on or before September 18, 2024 5:00PM together
with the Certified True Copies of the following Eligibility documents:

a.) Valid and current year Mayor’s Permit
b.) Valid and current PhilGEPS Registration Number
c.) DTI/SEC Registration (for Partnership/Corporation)
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2. All quotations must include all applicable taxes and shall be valid for a period of thirty (30) calendar days
from the deadline of submission of quotations. Quotations received in excess of the approved budget shall
be automatically rejected.

3. Liquidated damages equivalent to one tenth (1/10) of the one percent (1%) of the value of Purchase Order
not completed within the prescribed completion period shall be imposed per day to day of delay. LLFC may
rescind the agreement once the cumulative amount of liquidated damages reaches ten percent (10%) of
the amount of purchase order, without prejudice to other courses of action and remedies open to it.

4. The project shall be awarded to the proponent determined to have submitted the complete and lowest
quotation including compliance to the Schedule of Requirements and Eligibility documents.

5. The prospective bidder shall be a Filipino citizen/sole proprietorship/partnership/Corporation duly organized
under the laws of the Philippines.

6. LLFC reserves the right to reject any or all quotations at any time prior to award of the project without
thereby incurring any liability to the affected proponents and to waive any minor defects therein to accept
the quotation as may be considered more advantageous to the Government.

7. Terms of payment shall be within thirty (30) calendar days from date of acceptance. The procurement of
LLFC is subject to a final VAT withholding of five percent (5%) in addition to the applicable withholding
tax.

For further information, please visit LBP Leasing and Finance Corporation office or contact the BAC Secretariat
Ms. Jose Emmanuel I. Guerrero at telephone number 8818-2200 loc. 231 or send e-mail to
procurement@Ibpleasing.com

Date of issue: 13 September 2024

(5ga)
MS. RIZA M. HERNANDEZ
CHAIRPERSON
BIDS AND AWARDS COMMITTEE

Procurement of Services to Conduct LLFC’s CY 2024 Client Satisfaction Measurement (CSM) (LLFC-CAP-24-028)
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CLASS C

LLC-CSG-FR-135.00
LBP LEASING AND FINANCE CORPORATION
TERMS OF REFERENCE
CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2024

PROJECT NAME . | LLFC Client Satisfaction Measurement for CY 2024

APPROVED BUDGET
FOR THE CONTRACT

P 500,000.00 (VAT inclusive)

MODE OF
PROCUREMENT

Small-Value Procurement

RATIONALE

Pursuant to Anti Red Tape Authority (ARTA) Memorandum Circular (MC) No. 2022-
05 dated 20 September 2022 (the Guidelines on the Implementation of the
Harmonized Client Satisfaction Measurement); as amended by ARTA MC No. 2023-
05, dated 8 June 2023, which requires the conduct of Client Satisfaction Measurement
(CSM) through the collection of client satisfaction feedback involving all cllents with
completed transaction/s, for all services rendered by the government agencies including
GOCCs.

Recently, the Governance Commission for Government-owned or Controlled
Corporations (GCGJ and ARTA Issued Joint Memorandum Circular (JMC) No. 1,
series of 2023, that provides supplemental guidance to GOCCs regarding compliance
with GCG MC No. 2023-01 (Performance Evaluation System for the GOCC Sector)
and ARTA M C. No. 2022-05. It also aimed to reduce the cost and burden of
compliance of GOCCs with the CSM and Client Satisfaction Survey (CSS) requirements.

The CSM serves as one of the monitoring tools to measure how GOCCs relate with
theircustomers as that it provides tangible and verifiable data on how they deliver their
services.

In compliance with the abovementioned, there is a need to engage the services of an
independent third party provider, capable of administering, generating, interpreting and
reporting the Client Satisfaction Survey/Measurement results for CY 2024, both for
internal and external services, considering that these tasks are of such magnitude and
scope as would require a high level of technical and professional expertise coming
from institution with relevant education and experience.

LBP Leasing and Finance Corporation (LLFC), the client, is seeking to hire an
independent Research Firm, to conduct LLFC’s CY 2024 Client Satisfaction
Measurement survey on internal and external services to assess the overall
satisfaction and perception of LLFC employees, clients and business partners on the
services they availed from LLFC.

SCOPE OF WORK AND METHODOLOGY

The independent Research Firm shall strictly adhere to the guidelines and
requirements under all applicable laws, rules and regulations, and all related issuances
of the ARTAandthe GCG. It shall conduct/administer the survey and prepare the CSM
report in accordance with the following issuances, which shall form part of this Terms
of Reference:
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LLC-CSG-FR-135.00
LBP LEASING AND FINANCE CORPORATION
TERMS OF REFERENCE
CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2024

a. ARTA Memorandum Circular No. 2022-05 re: Guidelines on the Implementation
of Harmonized Client Satisfaction Measurement (Annex A)

b. ARTA Memorandum Circular No. 2023-05 re: Amendment to ARTA Memorandum
Circular No. 2022-05 or The Guidelines on the Implementation of the Harmonized
Client Satisfaction Measurement (Annex B)

c. GCG and ARTA Joint Memorandum Circular No. 1, series of 2023, re:
Supplemental Guidelines to the ARTA Memorandum Circular No. 2022-05 or the
Guidelines on the Implementation of the Harmonized Client Satisfaction
Measurement Specific for GOCCs covered by R.A. No. 10149 taking into
consideration the additional requirements of the GCG on the CSM Report (Annex
C)

The Research Firm shall administer the Client Satisfaction Measurement for all
Internal and External business processes/services pursuant to the LLFC Citizens
Charter;

The Research Firm shall administer the CSM to all LLFC employees, clients and
business partners with completed transactions. The LLFC employees, clients and
business partners who have completed multiple transactions shall have the
opportunity to accomplish the CSM for each availed service. A transaction is
considered complete when the final step of the service was availed of per the LLFC
Citizen’s Charter;

The CSM shall be conducted after each completed transaction, and it shall be
administered between January- December 2024;

The Research Firm shall determine the minimum number of responses per internal
and external services basedon the Citizen 's Charter using the calculator on this link:
https:// tinyurl.com/ CSM samplesize. However, it shall continue to conduct the CSM,
even If the minimum has been reached;

The Research Firm shall administer the CSM through the following data gathering
methods:

a. On Site Conduct - may be done through a paper survey guestionnaire or
electronic platforms in providing questionnaire to respondents;

b. Remote Conduct - to remote respondents through telephone interview or
digital means such as electronic mail, website, social media, QR Code, or other
similar modes.

The Research Firm in consultation with the client shall be in charge of the manner and
time interval of the collection of paper and/or electronic survey questionnaires.

The Research Firm shall use the CSM Questionnaire prescribed in Annex "D:" (Client
Satisfaction Measurement Questionnaire) of ARTA MC No. 2023-05 dated 8 June
2023 which may be in English or Tagalog version.

The Research Firm shall generate the CSM report using the CSM Report template

Page 2 of4



CLASS C
LLC-CSG-FR-135.00
LBP LEASING AND FINANCE CORPORATION
TERMS OF REFERENCE
CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2024

prescribed in Annex "B” of ARTA MC No. 2023-05 dated 8 June 2023 (Client
Satisfaction Measurement Report Outline).

For the Citizen’s Charter-related questions, the CSM Report shall include the scores
for CC awareness, CC visibility, and CC helpfulness. The scores can be calculated
as follows:

CC awareness score: Sum of the results from CC 1.1 to CC 1.3 questions
CC visibility score: Result of the CC 2.1 question
CC helpfulness score: Result of the CC 3.1 question

The Research Firm shall use the Five (S) Point Likert Scale to measure the Service
Quiality Dimensions (SQDs) or may utilize the smileys/emoticons corresponding to
the scale for better visualization to prevent confusion on the corresponding rating:

Scale Rating
1 Strongly Disagree
2 Disagree
3 Neither Agree nor Disagree
4 Agree
5 Strongly Agree

The percentage of respondents that rated "Agree" and "Strongly Agree" shall be used
to get each SQD's score. A question that was answered with two (2) or more check
marks shall be considered invalid.

The percentage of respondents that rated "Agree" and " Strongly Agree” for all eight
(8) SQDs shall be used to compute the Overall Score. The interpretation of the results
shall be as follows:

Percentage Rating
Below 60.0% Poor
60.0% - 79.9% Fair
80.0% - 89.9% Satisfactory
90.0%- 94.9% Very Satisfactory
95.0% - 100% Outstanding

The Research Firm shall conduct data gathering for all completed transactions of LLFC
stakeholders from January 1 to December 31, 2024. The Research Firm shall
backtrack the respondents with completed transactions availed.
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VII.
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LLC-CSG-FR-135.00
LBP LEASING AND FINANCE CORPORATION
TERMS OF REFERENCE
CLIENT SATISFACTION MEASUREMENT SURVEY FOR CY 2024

The Research Firm shall provide the final CSM Report on January 31, 2025 covering
January 1 to December 31, 2024 respondents.

FINAL REPORT

The Research Firm shall submit a CSM Report and shall strictly follow the
template/outline provided In Annex B (Client Satisfaction Measurement Report) of
ARTA MC No. 2023-05 dated 8 June 2023. The CSM Report shall be duly approved
and signed by the Head of the Committee on Anti Red Tape (CART) to attest that the
report is accurate and compliant with the Guidelines.

The Research Firm shall provide the requested proof of the survey results, including
the answered paper surveys and the excel file of the aggregated data. The Inspection
Checklist program of the Report Card Survey will validate if the CSM Is properly
Implemented.

PROCUREMENT

The bidder shall be engaged from the time of the issuance of the Notice of Award. The
contract can be terminated earlier as deemed necessary by LLFC.

FIRM QUALIFICATIONS

The selected firm must be a professional market research center or firm with a track
record of at least fifteen (15) years of relevant studies. The selected contractor’s team
will need to demonstrate their experience both in quantitative and qualitative research
techniques, particularly as applied to LLFC stakeholders.

The Research Firm must submit a proposal along with the following documents in a
sealed envelope:

a.) Valid and current year Mayor’s Permit
b.) Valid and current PhilGEPS Registration Number
c.) DTI/SEC Registration (for Partnership/Corporation)

CONTRACT PAYMENT SCHEME

The payment of the contract price will be made upon the client’s acceptance of the
final report deliverable.

DATA PRIVACY ACT
The service provider is subject to compliance with the requirement of the Data Privacy
Act. LLFC will provide the contact and the transaction list to be used in the conduct of

survey. The Research Firm, its researchers and all their partners should sign a Non-
Disclosure and Confidentiality Agreement before the commencement of the project.
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ARTA

;: ANTI-RED TAPE AUTHORITY
OFFICE OF THE PRESIDENT

MEMORANDUM CIRCULAR NO. 2022-05 SANNEX A)
SERIES OF 2022

FOR:

ALL GOVERNMENT AGENCIES AND OFFICES COVERED BY
REPUBLIC ACT NO. 11032 |INCLUDING LOCAL
GOVERNMENT UNITS (LGUs), GOVERNMENT-OWNED OR -
CONTROLLED CORPORATIONS (GOCCs), LOCAL WATER
DISTRICTS, STATE UNIVERSITIES AND COLLEGES (SUCs),
AND OTHER GOVERNMENT INSTRUMENTALITIES

SUBJECT: GUIDELINES ON THE IMPLEMENTATION OF THE

DATE:

HARMONIZED CLIENT SATISFACTION MEASUREMENT

20 September 2022

1. LEGAL BASES

1

1:2

1.3

Pursuant to Section 20 of the Republic Act (RA) No. 11032 (RA No. 11032)
or the Ease of Doing Business and Efficient Government Service Delivery Act
of 2018, which amended and renumbered Section 10 of R.A. No. 9485 or the
Anti-Red Tape Act of 2007 to Section 20, a feedback mechanism shall be
established in all government agencies covered under Section 3 of R.A. No.
11032.

Section 3 (b), Rule IV of the Implementing Rules and Regulations (IRR) of
R.A. 11032 also states that “All agencies shall embed feedback mechanisms
and client satisfaction measurement in their process improvement efforts. The
agency shall report to the Authority the results of the Client Satisfaction
Survey for each service based on the guidelines to be issued by the
Authority.”

ARTA Memorandum Circular (MC) No. 2019-002 provides that the Client
Satisfaction Measurement (CSM) report of all government agencies shall be
submitted to the Authority on or before the last working day of January of
every year.

2. PURPOSE

2.1.Promoting the adoption of a harmonized and standardized framework in

measuring client satisfaction across all levels of the government will ensure
continuous improvement and enhancement of service promise towards a
more meaningful client-centered Citizen's Charter.
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2.2.Considering the diverse function of government offices, it has been difficult to
measure and compare the service performance of government agencies.
Furthermore, client satisfaction surveys have been conducted through
different methodologies and have been submitted to different government
bodies. As a result, there is a need to develop a client satisfaction survey that
is applicable to every government agency and is reported in a uniform manner.

2.3.The Anti Red Tape Authority (Authority) developed the harmonized CSM for
agencies as an after-service availment survey that will assess the overall
satisfaction and perception of clients on the government service they availed.
This will provide relevant feedback {o the agency on the quality of service they
are providing. The output and results of the CSM shall be incorporated in the
agency's Report Card Survey (RCS) under the Overall Survey Results.

2.4.This Memorandum Circular is issued to provide all government agencies
covered by R.A. No. 11032 with instructions and guidance on the use of a
harmonized CSM tool. Other agencies not covered by R.A. 11032 have the
option to use the said tool.

3. COVERAGE

These Guidelines shall be adopted by all government agencies and offices covered
under Section 3 of R.A. No. 11032 including Local Government Units (LGUs),
Government-Owned or -Controlled Corporations (GOCCs), Local Water Districts,
State Universities and Colleges (SUCs), and other Government Instrumentalities.

4. GENERAL GUIDELINES

4.1. As mandated by Section 3 (b), Rule IV of the IRR of R.A. 11032, client
satisfaction feedback shall be gathered for all services offered by the
government agency. This shall include both External and Internal Services.

4.1.1. As defined in Section 3.1.2.3 of ARTA M.C. No. 2019-002-A:

4.1.1.1. External Services refer to government services applied for
or requested by external citizens or clients or those who do
not form part or belong to the government agency or office
providing the service.

4.1.1.2. Internal Services refer to government services applied for or
requested by citizens or clients who are within the respective
government agency or office, such as, but not limited to, its
personnel or employees, whether regular or contractual.




4.2.

4.3.

412

For year 2023, government agencies may have the option to cover only
their external services. However, beginning year 2024 both internal
and external services will be covered.

Agencies that already have an implemented client feedback mechanism may
have the option to replace it with the harmonized CSM tool or
supplement/integrate the harmonized CSM tool within their existing tool.

Methodology of the Client Satisfaction Measurement (CSM)

4.3.1.

432,

4.3.3.

434,

Identification of Eligible Respondents. Government agencies shall
administer the CSM to ALL clients with completed transaction.
Clients who completed multiple transactions shall have the opportunity
to accomplish the CSM for each availed service. A transaction is
considered complete when the final step of the service availed of per
the Citizen’s Charter of the government agency is accomplished.

Frequency and Period of the Survey. The CSM shall be conducted
after each completed transaction. It shall be administered between
January — December of each year.

Number of Respondents. Government agencies shall determine the
minimum number of responses per service based on the calculator
found in the link below. Government agencies shall continue to conduct
the CSM, even when the minimum has been reached.

https./ftinyurl.com/CSMsamplesize

Data Gathering. Government agencies are encouraged to implement
the CSM using various data gathering methods, to the greatest extent
feasible, to maximize response rates.

4.34.1. On-site Conduct. The on-site conduct of the CSM may be
done through a paper survey questionnaire. Agencies may
have the option to utilize electronic platforms in providing
questionnaires to the respondents. For persons with
disabilities (PWDs) and senior citizens that need assistance,
the Public Assistance and Complaints Desk (PACD) officer or
a designated officer shall help the respondents in answering
the CSM.

4342 Remote Conduct. Agencies may administer the CSM to

remote respondents through electronic mail, the agency’s
website, social media, QR Code, or other similar modes.
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4.3.5. Collection Mechanism. The manner and time interval of the collection
of paper survey questionnaires shall be at the discretion of the agencies
and offices. It shall be brief to maximize the responses and shall
maintain the confidentiality of clients. If convenient, agencies are
encouraged to utilize their PACD for the collection mechanism.

4.4, Content of the CSM Questionnaire

4.4.1. CSM Questions. All government agencies are mandated to use the
CSM questions prescribed by the Authority as stated in Annex A —
Client Satisfaction Measurement Questionnaire of this Memorandum
Circular. The CSM includes three (3) questions related to the Citizen's
Charter, one (1) question related to the client’s overall satisfaction with
the service availed of, and eight (8) questions related to the following
Service Quality Dimensions (SQD):

a.) Responsiveness — the willingness to help, assist, and provide
prompt service to citizens/clients.

b.) Reliability — the provision of what is needed and what was
promised, following the policy and standards, with zero to a
minimal error rate.

c.) Access and Facilities — the convenience of location, ample
amenities for comfortable transactions, use of clear signages
and modes of technology.

d.) Communication — the act of keeping citizens and clients
informed in a language they can easily understand, as well as
listening to their feedback.

e.) Costs — the satisfaction with timeliness of the billing, billing
process/es, preferred methods of payment, reasonable
payment period, value for money, the acceptable range of
costs, and qualitative information on the cost of each service.

f.) Integrity — the assurance that there is honesty, justice, fairness,
and trust in each service while dealing with the citizens/clients.

g.) Assurance — the capability of frontline staff to perform their
duties, product and service knowledge, understand
citizen/client needs, helpfulness, and good work relationships.

h.) Outcome — the extent of achieving outcomes or realizing the
intended benefits of government services.
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4.4.1.1. The CSM questions prescribed by the Authority are fixed and
may not be altered, modified, or deleted.

4.4.1.2. Agencies have the option to add service-specific questions to
the CSM, provided the revised version will not exceed five (5)
minutes for the client to accomplish. The results of the
additional questions shall not be included in the computation
of the overall score.

4.4.1.3. Aside from the English and Filipino versions of the CSM
survey, government agencies shall provide a version
translated to the local dialect for easier understanding,
provided that the revised version will still be able to capture
the SQDs as stated above.

4.42. Demographic Questions. The demographic questions prescribed by
the Authority shall be used for the CSM. Agencies and offices may
further add relevant demographic questions to the survey, provided
that the revised version will not exceed five (5) minutes for the client to
accomplish.

4.4.3. Open-ended Question. The CSM shall have an open-ended question
at the end of the form where the client has the option to provide
additional remarks or feedback not covered/captured by previous
questions.

4.5. Rating Scale and Scoring System of the CSM

4.5.1. Rating Scale. The CSM shall use a Five (5) Point Likert Scale to
measure the SQDs. Agencies may utilize smileys/emoticons
corresponding to the scale for better visualization to prevent confusion
on the corresponding rating.

Scale Rating
1 Strongly Disagree
2 Disagree
3 Neither Agree nor Disagree
4 Agree
5 Strongly Agree
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4.5.2. Scoring Per Question. The percentage of respondents that rated
‘Agree” and ‘Strongly Agree’ shall be used to get each SQD's score.
A question that was answered with two (2) or more check marks shall
be considered as invalid.

4.5.3. Overall Scoring. The percentage of respondents that rated ‘Agree’
and ‘Strongly Agree’ for all eight (8) SQDs shall be used to compute
the Overall Score. Agencies shall strive to achieve an overall
percentage of 80% or higher, or a rating of “Satisfactory” or higher.
Interpretation of the results shall be as follows:

Percentage Rating
Below 60.0% Poor
60.0%-79.9% Fair
80.0%-94.9% Satisfactory
95.0%-100% QOutstanding

4.6. Drafting the CSM Report

4.6.1. Government agencies are required to submit a CSM report following
the template/outline provided in Annex B - Client Satisfaction
Measurement Report of this Memorandum Circular. This will amend
Section 6.7.3. of ARTA M.C. No. 2019-002 which previously required
the submission of the report using the agency's existing CSM.

4.6.1.1. A copy of the revised version of the CSM questionnaire shall
be attached to the CSM Report as Annex.

4.6.2. Government agencies with regional/field/satellite offices may have the
option to submit either unified or separate CSM Reports. However,
disaggregated reports of the regionalffield/satellite offices are still
required to be submitted to the Authority.

4.7. Submission and Publishing of the CSM Report

4.7.1. All agencies shall submit their CSM reports implementing these
guidelines on the last working day of April 2024.

4.7.2. Agencies and offices shall submit soft copies (in text-readable PDF
format) of the CSM report through this link:
https:/tinyurl.com/CSMRsubmissions.
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4.7.3. The CSM report shall be uploaded on the official website of the
government agency or be made available to the transacting public
upon request.

4.8. Verification

4.8.1. All covered government agencies shall submit their CSM Report duly
approved and signed by the Head of the Committee on Anti-Red Tape
(CART) to attest that the report is accurate and compliant with these
Guidelines.

4.8.2. The ARTA reserves the right to request proof of the survey results,
including the answered paper surveys and the excel file of the
aggregated data.

4.8.3. The Inspection Checklist program of the Report Card Survey will
validate if the CSM is properly implemented.

4,9, Updated Timeline of Submission

The CSM Report covering the previous year shall be submitted on or before
the last working day of Aprii the following year.

. TRANSITORY PROVISION

All covered government agencies shall start implementing these guidelines
beginning January 2023.

. AMENDMENT TO THE GUIDELINES

The guidelines outlined in this Memorandum Circular are subject to change as
deemed necessary by the Authority.

. REPEALING CLAUSE

Provisions of previous issuances of the Authority that are inconsistent with this
Memorandum Circular are hereby reversed, set aside, or declared ineffective.

. SEPARABILITY CLAUSE

If any provisions or part of this Circular is held unconstitutional or invalid, it shall not
affect the validity of the remaining provisions of this Circular.




9. EFFECTIVITY
This Circular shall take effect immediately upon publication and registration with the
University of the Philippines — Office of the National Administrative Register (UP-
ONAR).

10. REFERENCES

The following additional documents are available online at the official website of the
ARTA at www.arta.gov.ph:

Annex A. Client Satisfaction Measurement Questionnaire
Annex B. Client Satisfaction Measurement Report Outine and Sample Report

APPROVED BY:

(==>

DDG ERNESTO V. PEREZ
Officer-in-Charge
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--------------------

Annex A

Client Satisfaction Measurement
Questionnaire
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Control No: Ao RED TAPE ATIRETY

RHEHT SKRSFACTCH HEASREMENT FORH
PEA dpprovel Has ARTA-TIAL-D
Expiees ea 1) July 2820

(Insert agency logo here) {Insert agency name here)
HELP US SERVE YOU BETTER!

This Client Satisfaction Measurement (CSM) tracks the customer experience of government offices. Your feedback
on your recently concluded transaction will help this office provide a better service. Personal information shared will
be kept confidential and you always have the option to not answer this form.

Client type: O Citizen [ Business [ Government (Employee or another agency)
Dates o Sex: O Male O Female Age:

Region of residence: Service Availed:

INSTRUCTIONS: Check mark () your answer to the Citizen's Charter (CC) questions. The Citizen's Charter
is an official document that reflects the services of a government agency/office including its requirements, fees,
and processing times among others,

CC1 Which of the following best describes your awareness of a CC?
[J 1. | know what a CC is and | saw this office’s CC.
O 2.1 know what & CC is but | did NOT see this office’s CC.
0 3. [ tearned of the CC only when | saw this office's CC,
[ 4, | do not know what a CC is and | did not see one in this office. (Answer ‘N/A’ an CC2 and CC3)

ccz If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ...?
[J 1. Easy lo see 0 4, Not visible at all
1 2. Somewhat easy to see [0 5. NfA
0O 3. Difficult to see

cC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

1 1. Helped very much C 3. Did not help
{1 2. Somewhat helped 04, N
INSTRUCTIONS:

For SQD 0-8, please put a check mark (v') on the column that best corresponds to your answer,

SRTIRS &l
; i ; Mot
Strongly | Disagree | Neither Agree | Agree | Strongly | /pplicable
Disagree nor Disagree Agree

SQD0. | am satisfied with the service that |
availed.

SQD1. | spent a reasonable amount of time for
my transaction.

SQD2. The office followed the transaction's
requirements and steps based on the
information provided.

SQD3. The steps (including payment) | needed
to do for my transaction were easy and simple.
SQD4. | easily found information about my
transaction fram the office or its website.
SQD5. | paid a reasonable amount of fees for
my transaction.

SQDE. | feel the office was fair to everyone, or
“walang palakasan’, during my transactior.
SQ07. | was treated courteously by the staff,
and (it asked for help) the staff was helpful.
SaD8. | got what | needed from the
government office, or (if denied) denial of
request was sufficiently explained to me.

Suggestions on how we can further improve our services (optional):

Email address (optional):

THANK YOU!



JNT-RED TARE ATHORIY
CLIENT SATSFRETICN MEASUZEMENT Fosst
Pk Appraal s ARTA-2262-3

(Online Version) {Insert agency logo here) (Insert agency name here) b in 1] Sy a2

HELP US SERVE YOU BETTER!

This short Client Satisfaction Measurement (CSM) survey aims to track the customer experience of
government offices. Your answers will enable this office to provide a better service,

Age: Sex: Region:

Agency visited:

Service availed:

Customer type (Citizen, Business, or Government?):

INSTRUCTIONS: Check mark () your answer to the Citizen's Charter (CC) questions.

cc1 Do you know about the Citizen's Charter {document of an agency's services and regs.)?
[ 1. Yes, aware before my transaction with this office
O 2. Yes, but aware anly when | saw the CC of this office
O 3. No, not aware of the CC (Skip questions CC2 and CC3)

cc2 If Yes to the previous question, did you see this office’s Citizen's Charter?
[0 1. Yes, the CC was easy 1o find
O 2. Yes, but the CC was hard to find
0 3. No, | did not see this office's CC (Skip question CC3)

CC3 If Yes to the previous question, did you use the Citizen's Charter as a guide for the service/s you
availed?
01, Yes, | was able to use the CC
O 2. No, | was not able to use the CC because

INSTRUCTIONS: For SQD 1-8, please encircle the number that corresponds 10 your answer:

Strongly Disagree . Neither Agree nor Strongly Agree
(SD) Phsepraz (0) Disagree (NAD) Agres (A) (SA)
1 2 3 4 5
Strongly | Disagree | Neither | Agree | Strongly
Disagree Agree Agree
nor
Disagree
SQD1. | spent an acceptable amount of time to complete my
: ; 1 2 3 4 5
transaction (Hesponsiveness)
5QD2. The office accurately informed and followed the 1 2 3 4 5
tfransaction's requirements and steps (Reliability)
SQD3. My online transaction (including steps and payment) ] 5 3 4 5
was simple and convenient (Access and Facilities)
SQD4, | easily found information about my transaction from 1 5 3 4 .
the office or its website (Communication)
SQD5. | paid an acceptable amount of fees for my
: 1 2 3 4 5
transaction (Costs)
SQDE. | am confident my online transaction was secure
. 1 2 3 4 5
(Integrity)
SQD7. The office's online support was available, or (if asked 1 2 3 ¥ 5
guestions) online support was quick to respond (Assurance)
SQD8. | got what | needed from the government office
1 2 3 4 5
(Outcome)

Remarks (optional):
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Harmonized CSM Report Outline:

l. Title Page
- This section shall contain the Agency's official logo and official name. The page shall

also include the label “Client Satisfaction Measurement Report”, the year covered by
the report, and the report’s edition (Ex. 2nd Edition).

ll. Table of Contents

lll. Overview

- The content of the Overview section shall be at the discretion of the agency. It may
include a brief description of the agency and the CSM mandate.

IV. Scope and Methodology

a. Period covered

b. Geographic and Office coverage

c. List of services surveyed

d. Sampling

i. Applied confidence level and margin of error
ii. Mode of survey implementation (Ex. Paper questionnaire in the
office)

- The Scope section of the CSM Report shall include the period the survey was
conducted and the geographical coverage of the survey.

- In addition, the section shall include a table of the agency’s services, the number
of clients that completed the survey, and the total number of transactions during
the year (surveyed + unsurveyed clients).

- The agency shall create a separate table for services that had no clients during the
period.

- The sampling calculator is attached in the CSM Guidelines document.

. Feedback and Collection Mechanism
Scoring system
i. Table of the scale and its equivalent number
g. How numerical results will be interpreted
- The Methodology section of the CSM Report shall discuss all the physical and
digital methods used by the agency to implement the CSM survey.
- Additionally, the section shall provide a table of the 5-point Likert scale and the
survey’s scoring system.

o

V. Results
a. Response rates (per service)
i. Number of clients surveyed per service
ii. Number of clients surveyed per customer type
b. Total number of transacting clients during the period (per service)
c. Client Demographic
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Citizen’s Charter results

Service Quality Dimension results

Free responses

The responserate is integral fo the survey soit shall be explicitly stated in the CSM

report. It shall be followed by a discussion of why the agency thinks the response

rate is high, low, or as expected.

- Furthermore, the agency shall provide reasons for why services have 0 responses,
if any.

- A breakdown of the client demographic shall be provided. The agency may provide
an analysis based on how it may or may not be representative of its population.

- Then, a breakdown of the Cilizen's Charter questions and Service Qualily
Dimension questions by result count shall be provided. The agency shall provide
an analysis of the results.

- Afterward, a breakdown of each services'scores shall be provided. The agency

shall also provide an analysis of these resuits.

~oa

VI. Resuits of the Agency Action Plan reported in the previous year
VIl. Continuous Agency Improvement Plan for the following year
- Sections VI and VIl shall contain the action steps, the responsible unit/person, and
a timeline. Agencies are also encouraged to incorporate CSM findings to the

Improvement Plan.
- Section VI shall not apply for the first year of CSM implementation

VIl Index
Clear image of physical CSM survey used
Detailed list of regional and satellite offices covered
. CSM results of each regional and satellite office
i. Response rates of each office

ii. Demographic of each office

ili. Citizen's Charter results of each office

iv. SQD results of each office

owp
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Client Satisfaction Measurement
Sample Report
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LOGO HERE

AGENCY PROFILE

(This headeris notincluded in actual template) /

l. Overview:

The Anti-Red Tape Authority (ARTA) is a national governmentagency QiR
R.A. 11032 to monitor and ensure compliance with the national policy o
and ease of doing businessin the Philippines.

As stated in the ARTA Memorandum Circular (M.C.) No. 2022-02, govemment agencies
shall provide the harmonized CSMsurvey to clients who have completed a transaction.
Per6.7.3 of ARTA M.C. No. 2019-002, the client satisfaction measurementdetailing the
scope and period covered by the measurement, the methodology used, the results of
the measurement, and the interpretation of the data shall be reported to the Authority.

Il. Scope:
ARTA conducted surveys throughoutthe year from Jan. 2022 to Dec. 2022.

ARTA surveyed every clientthat visited the main and regional offices, as well as those
that contacted ARTA through email.

The survey used the standard harmonized CSM questionnaire. It asked clients
demographical questions, three (3) Citizen's Charter questions, and eight(8) questions
related to the following Service Quality Dimensions:

1. Responsiveness

2. Reliability

3. Access and Facilities
4. Communication

5. Costs

6. Integrity

7. Assurance

8. Outcome

The services ARTA surveyed are the following:

Total

External Services Responses Transactions
Submission of Comments on Proposed Major Regulations (Online) 258 431
Submission of Cormnments on Proposed Major Regulations (Walk-In) 204 512
Regquest for Data related to Business Regulations (Online) 59 78
Request for Data related to Business Requlations (Walk-In) 8 16
Request for Doing Business Data/Information 21 33




DISCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT REPRESENTATIVE

OF THE AGENCY'SACTUALPERFORMANCE

Request for Regulatory Impact Assessment (RIA) Training 32 32
Response to E-mail Clarification/Inquiry (Compliance-Related) 167 488
Filing of Non-ARTA Related Complaints 24 24
Filing of Complaints (Email) 27 849
Filing of Complaints (Physical Letter) 19 40
Filing of Complaints (Walk-in) 29 36
Request for Legal Opinion 71 101
Request for Comment (BRO) 42 100
Reguest forIssuance of Compliance Order (CMEQ) 22 26
Request forIssuance of Order of Automatic Approval/Extension for 49 75
Complex Transactions

Request for lssuance of Order of Autamatic Approval/Extension for 33 39
Complex Transactions (with Standard Disposition of Complaints)

Request forIssuance of Order of Automatic Approval/Extension for Highly 15 34
Technical Transactions

Request forlssuance of Order of Automatic Approval/Extension for Highly 11 22

Technical Transactions (with Standard Disposition of Complaints)

Standard procedure for the disposition of complaints endorsed to ARTA- 16 20
IELO

Request for Briefing 56 81

Request for Statements/Advisarias 73 153
Hiring of Plantilla Personnel for Successful Applications 36 49

Request for Evaluation of Citizen's Charter

38

Hiring of Plantilla Personnel for Failed Applications 108 327
Internal Services

73

Reguest for ARTA Collaterals 15 21
Processing of Payroll 446 2436
Request for Certification of Availability of Funds 43 80
Disbursements 68 a5
Cash Advance from Petty Cash Fund 26 37
Request for Expenses from Petty Cash Fund 33 51
Purchase Request for Goods (ftems, Supplies, and Materials) through 9 17
public bidding
Purchase Request for Goods (ftems, Supplies, and Materials) through 13 20
shopping
General Services for Building and Maintenance Request (Simple Repairs) 19 29
General Services for Building and Maintenance Request (Complex 0 8
Request/ Requiring AMP)
Documentation and Assigning of Serial Number for Office Orders, 0 5
Memorandum Circulars, and Other Official Issuances
Receiving of Incoming Documents 38 38
Request for Certified True Copy of Depariment Orders, Administrative 17 17
Orders, and Other ARTA Issuances
Receiving of Inventory ltems 23 23
Request and Issuance of Inventory ltems 18 18
Request for ICT Technical Support 16 16
Request for Employee Records 38 38
Application for Leave 332 332
TOTAL 2816 6920

In aggregate, 2,816 people were able to answer the survey, among a population of

6,920. This resultedin a 41% response rate for 2022.




DISCLAIMER: ALL NUMBERS IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT REPRESENTATIVE
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Services that had no clients in 2022 are the following:

Request for Issuance of Order of Automatic Approval/Extension for
Complex Transactions (with Disposition of Complaints via virtual
proceedings)

Request for Issuance of Order of Automatic Approval/Extension for Highly
Technical Transactions (with Disposition of Complaints via virtual
proceedings)

lli. Methodology:

For physical clients, surveys were handed outand collected by ARTA personnel
immediately at the end of the transaction. Surveys and survey boxes were also
available nearthe office’s exit.

For online clients, emails containing the CSM portal link were sent one (1) week after
the last correspondence.

The 8 SQD questions were scored using a 5-point Likert Scale. The simple average of
the questions was used to get the Overall score. The interpretation of the results are as
follows:

Scale Average Rating
1 1.00-1.49 Very Unsatisfied
2 1.50-2.49 Unsatisfied
3 2.50-3.49 Neither Unsatisfied nor Satisfied
4 3.50-4.49 Satisfied
5 4.50-5.00 Very Satisfied

IV. Results ofthe harmonized CSMfor FY 2022:
A. Countof CC and SQD results

While the majority of respondents know the existence of a Citizen's Charter (CC)
49% of clients were still unaware of the CC.

¥

Meanwhile, among those that knew the CC, 77% were able to see ARTA's CC.
However, only 34% of clients were able to use it as a guide for their service.

External Services Responses Percentage

CC1. Yes, aware before my transaction here 944 33%
CC1. Yes, but aware only when | saw the CC of this office 521 18%
CC1. No, not aware 1370 49%
CCZ2. Yes, | saw the Citizen's Charter 1135 T7%
CCZ2. No, | did not see the Citizen's Charter 330 23%
CC3. Yes, | was able to read 387 34%
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[ CC3. No, | was not able to read | 748 | 66% |

Meanwhile, most respondents were ‘Very Satisfied' with ARTA in terms of the 8
service quality dimensions, recording a score range of 4.55-4.72.

The data below shows the breakdown of the results per service quality
dimension.

Neither

Service Quality Strongly Agree nor Strongly
Dimensions Disagree Disagree | Disagree Agree Agree Responses | Rating

Responsiveness 1 12 58 815 1930 2816 4,72
Reliability 5 g 50 1052 1700 2816 4.64
Access and 2 16 71 938 1789 2816 4,67
Facilities

Communication 1 18 54 1296 1447 2816 4.55
Costs 1 21 44 971 1779 2816 4,67
Integrity 3 15 38 833 1927 2816 4.72
Assurance 2 17 65 1141 1591 2816 4.60
Qutcome 4 14 59 1053 1686 2816 4.64
Overall 19 122 439 8099 13849 22528 4.65

B.: Average score per service

- Looking at the scores per service, respondents were either 'Satisfied’ or 'Very
Satisfied' with their transactions, recording a score range of 4.00-4.97. No
service gamered a score of 3.99 or lower.

As a result, ARTA recorded an Overall score of 4.65, which translates to ‘Very
Satisfied’.

The data below shows the Overall rating of each service surveyed.

i 3 ¥ 3 L 2 Ra 0]
Submission of Comments on Proposed Major Regulations (Onling) 4.67
Submission of Comments on Proposed Major Regulations (Walk-In) 4.80
Request for Data related to Business Regulations (Online) 4,41
Request for Data related to Business Regulations (Walk-In) 4.07
Request for Doing Business Data/Information 4.97
Request for Regulatory Impact Assessment (RIA) Training 4.38
Response to E-mail Clarification/Inguiry (Compliance-Related) 4.83
Filing of Non-ARTA Related Complaints 4.04
Filing of Complaints (Email) 4.12
Filing of Complaints (Physical Letter) 4.11
Filing of Complaints (Walk-in) 4.65
Request forLegal Opinion 4.71
Request for Comment (BRO) 4.85
Request for Issuance of Compliance Order (CMEQ) 4.74
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Request for Issuance of Order of Automatic Approval/Extension for Complex 4.27
Transactions
Request for issuance of Order of Automatic Approval/Extension for Complex 4.33
Transactions (with Standard Disposition of Complaints)
Request for Issuance of Order of Automatic Approval/Extension for Highly Technical 4.49
Transactions
Request for Issuance of Order of Automatic Approval/Extension for Highly Technical 4,15
Transactions (with Standard Disposition of Complaints)
Standard procedure for the disposition of complaints endorsed to ARTA-IELO 4.00
Request for Briefing 4.61
Request for Statements/Advisories 4.82
Hiring of Plantilla Personnel for Successful Applications 4.07
Hiring of Plantilla Personnel for Failed Applications 4.10
External Service Overall 4.60
Request for Evaluation of Citizen's Charter 4.13
Request for ARTA Collaterals 4.12
Processing of Payroll 4.76
Request for Certification of Availability of Funds 4.87
Disbursements 4.38
Cash Advance from Petty Cash Fund 4.21
Request for Expenses from Petty Cash Fund 4.48
Purchase Request for Goods (ltems, Supplies, and Materials) through public bidding 4.67
Purchase Request for Goods (ltems, Supplies, and Materials) through shopping 4.62
General Services for Building and Maintenance Request (Simple Repairs) 4.95
General Services for Building and Maintenance Request (Complex Request/ 4.64
Requiring AMP)
Documentation and Assigning of Serial Number for Office Orders, Memorandum 4.04
Circulars, and Other Official Issuances
Receiving of Incoming Dacuments 4.41
Request for Certified True Copy of Department Orders, Administrative Orders, and 4.73
Other ARTA Issuances
Receiving of Inventory ltems 4.81
Request and Issuance of Inventory ltems 4.66
Request for ICT Technical Support 4.54
Request for Employee Records 4.16
Application for Leave 4.78
Internal Service Overall 4.70
Overall 4.65

V. Results ofthe AgencyAction Plan reportedin FY 2021:

VI. Continuous AgencylmprovementPlan for FY 2023:

Page Number




MEMORANDUM CIRCULAR NO. 1207% ~05 ‘AIVM?X 5 @
SERIES OF 2023

FOR: ALL GOVERNMENT AGENCIES AND OFFICES COVERED BY
REPUBLIC ACT NO. 11032 INCLUDING LOCAL GOVERNMENT UNITS
(LGUs), GOVERNMENT-OWNEDOR -CONTROLLEDCORPORATIONS
(GOCCs), LOCAL WATER DISTRICTS, STATE UNIVERSITIES AND
COLLEGES (SUcCs), AND OTHER GOVERNMENT
INSTRUMENTALITIES

SUBJECT: AMENDMENT TO ARTA MEMORANDUM CIRCULAR NO. 2022-005 OR
THE GUIDELINES ON THE IMPLEMENTATION OF THE HARMONZED
CLIENT SATISFACTION MEASUREMENT

DATE: 08 June 2023

1. BACKGROUND

1.1 On 20 September 2022, the Anti-Red Tape Authority (ARTA) issued Memorandum
Circular (M.C.) No. 2022-005 or the "Guidelines on the Implementation of the
Harmonized Client Satisfaction Measurement”.

1.2 The ARTA M.C. No. 2022-05 and its attached references provide the guidelines for all
covered government agencies relative to the implementation of the Harmonized Client
Satisfaction Measurement (CSM).

1.3 This Amendment to the Guidelines is being issued to amend Sections 3.1, 3.2, and 3.3,
specifically on the revision of the CSM Survey Questions and Report Guidelines,

interpretation of the rating that will be obtained by the agencies, and the localization of
the survey questionnaire used.

2. PURPOSE

2.1. The issuance of this Amended Guidelines shall allow agencies to revise the CSM
Questions under certain conditions and shall revise the provision on the “Overall Scoring”
of the scores that will be obtained by the agencies.

2.2. Further, this Amended Guidelines shall likewise update the survey questionnaire and the
sample CSM Report as guide to the agencies,

2.3. Lastly, alongside with the issuance of this Amended Guidelines is the Tagalog Version
of the Survey questionnaires for use during the conduct of the survey of concerned
agencies,

3. AMENDMENT TO THE GUIDELINES
The succeeding paragraphs are hereby amended to read as follows:

31.  Asto the revision of the CSM Questions

44.1.1. The CSEM questions prescribed by the Authority may be altered or
modified, provided the revised questions still aim to capture the Service
Quality Dimensions (SQDs) and the Citizen's Charter awareness.

P> SMARTER | Nitiat vES BETIER FriLiP?




3.2. As to the Overall Scoring

‘ " 453 Overall Scoring. The percentage of respondents that rated ‘Agree’ and
Strongly Agree’ for all eight (8) SQDs shall be used to compute the Overall
Score. Agencies shall strive to achieve an overall percentage of 80% or
higher, or a rating of "Satisfactory” or higher. Interpretations of the results
shall be as follows:

PERCENTAGE RATING

Below 60.0% Poor
60.0% -79.9% Fair

80.0% - 89.9% Satisfactory
90.0% -94.9% Very Satisfactory
95.0% - 100% Outstanding

3.3. Asto the References

The following updated documents shall serve as references of all the covered
agencies in the implementation of their CSM:
a. Annex A —Client Satisfaction Measurement Questionnaire
.. English Version

ii. Tagalog Version
b. Annex B — CSM Outline Report

4. SEPARABILITY CLAUSE

Any part or provisions of this MC shall be held unconstitutional or invalid, the other parts or
provisions not affected thereby shall continue to be in full force and effect.

5. REPEALING CLAUSE

All issuances, circulars, orders, or memoranda, part or parts of which are inconsistent with any
provisions of this MC are hereby repealed and modified accordingly.

6. EFFECTIVITY

This Circular shall take effect immediately and upon publication and registration with the
University of the Philippines — Office of the National Administrative Register (UP-ONAR).

RECOMMENDED BY:

UNDER ARY GERALD G. DIVINAGRACIA
i erreral for Operations

APPROVED BY:

SECRETARY ERNESTO V. PEREZ

Director General
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Control No:

(On-Site Version)
(Insert agency logo here) (Insert agency name here)

HELP US SERVE YOU BETTER!

This Client Satisfaction Measurement (CSM) tracks the customer experience of government offices. Your feedback
on your recently concluded fransaction will help this office provide a better service. Personal information shared will
be kept confidential and you always have the option to not answer this form.

Client type: O Citizen O Business [ Government (Employee or ancther agency)
Date: Sex: OMale O Female Age:

Region of residence: Service Availed:

INSTRUCTIONS: Check mark (v") your answer to the Citizen's Charter (CC) questions. The Citizen's Charter

is an official document that reflects the services of a government agency/office including its requirements, fees,
and processing times among others.

CC1 Which of the following best describes your awareness of a CC?
[ 1, Tknow what a CC is and | saw this office’s CC,
0 2. Iknow what a CC is but | did NOT see this office's CC.
[ 3. Heamned of the CC only when | saw this office’'s CC.
D 4. Ido notknow whata CC is and | did not see one in this office. (Answer ‘N/A' on CC2 and CC3)

CC2 If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was .., ?
1. Easy to see 14, Not visible at all

O 2. Somewhat easy lo see O 5. NiA
O 3. Difficult to see

CC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?

3 1. Helped very much O 3. Did not help
3 2, Bomewhat helpad 04, NIA
INSTRUCTIONS:

For SQD 0-8, please put a check mark (/) on the column that best corresponds to your answer,

N/A

Nat
Strongly | Disagree | Nelther Agree | Agree | Strongly Applicable
Disagree nor Disagree Agree

SQDO. | am satisfied with the service that |
availed.

SQD1. | spent a reasonable amount of time for
my lransaction,

SQDZ. The office followed the fransaction’s
requirements and steps based on the
information provided.

SQD3. The steps (including payment) | needed
to do for my transaction were easy and simple,

SQD4. | easily found information about my
transaction from the office or its website,
SQDS5. | paid a reasonable amount of fees for
my transaction. {If service was free, mark the ‘N/A'
colurmi)

SQD6. [feel the office was fair to everyone, or
"walang palakasan’, during my transaction,
SQD7. | was treated courteously by the staff,
and (if asked for help) the staff was helpful.
SQD8. | got what | needed from the
government office, or (if denied) denial of
request was sufficiently explained to me.

Suggestions on how we can further improve our services {optional):

Email address (optional):

THANK YOU!



Control No:

(Online Version) {Insert agency logo here) (Inserl agency name here)
HELP US SERVE YOU BETTER!

This Client Satisfaction Measurement (CSM) tracks the customer experience of government offices. Your feedback

on your recently concluded fransaction will help this office provide a better service, Personal information shared will
be kept confidential and you always have the option not to answer this form.

Client type: [J Citizen T Business [ Government (Employee or another agency)

Date: Sex: OMale [ Female Age:

Region of residence: Service Availed:

INSTRUCTIONS: Check mark (v") your answer to the Citizen's Charter (CC) questions. The Citizen's Charter

is an official document that reflects the services of a government agency/office including its requirements, fees,
and processing times among others.

CC1 Which of the following best describes your awareness of a CC?
11, | know what a CC is and | saw this office's CC.
£12. | know whata CC is but | did NOT see this office's CC.
0 8. lleamed of the CC oniy when | saw this office's CC.
0 4. | do not know what a CC is and | did not see one in this office. (Answer '"N/A' on CC2 and CC3)

CC2 If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ,..7?
1, Easy to see [J 4. Netvisible at all
] 2. Somewhat easy to see O 5. N
0 3. Difficult to see

CC3 If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?
L1 1. Helped very much [ 3. Did nothelp
1 2. Somewhat helped O 4. N/A

INSTRUCTIONS: For 3QD 0-8, please put a check mark (+') on the column that best corresponds to your answer,

@R O LE .

Stronaly Disagree | Neither Agree | Agree | Strongly Applicable
Disagree nor Disagree Agree

SQP0. | am satisfied with the service that |
availed.

SQD1. | spent a reasonable amount of time for
my transaction.

SQD2. The office followed the transaction's
requirements and steps based on the
information provided.

SQD3. The steps (including payment) | needed
to do for my transaction were easy and simple.

S5QD4, | easily found information about my
transaction from the office's website.

SQaD5. | paid a reasonable amount of fees for
my transaction. (If service was free, mark the ‘N/A'
column)

SQD6. | am confident my online transaction
Was secura.

3QD7. The office's online support was
available, and (if asked questions) online
suppor was guick to respond.

saD8. | got what | needed from the
government office, or (if denied) denial of
reguest was sufficiently explained to me,

Suggestions on how we can further improve our services (optional):

Email address (optional):

THANK YOU!



Contrel No:

(Bersyon para sa On-site Sarbey)

{(lagay ang logo at pangalan ng ahensya dilo)

TULUNGAN MO KAMI MAS MAPABUTI ANG AMING MGA PROSESO AT SERBISYO!

Ang Client Satisfaction Measurement (CSM) ay naglalayong masubaybayan ang karanasan ng taumbayan
hinggil sa kanilang pakikitransaksyon sa mga tanggapan ng gobyerno. Makatutulong ang inyong kasagutan ukol
sa inyong naging karanasan sa kakatapos lamang na transaksyon, upang mas mapabuti at lalong mapahusay
ang aming serbisyo publiko. Ang personal na impormasyon na iyong ibabahagi ay mananatiling kumpidensyal.
Maaari ring pilin na hindi sagutan ang sarbey na ito.

Uri ng Kliyente: 0 Mamamayan OMegosye 0O Gobyerno (Empleyade o Ahensya)
Petsa: Kasarian: [J Lalaki O Babae Edad:

Rehiyon: Uri ng transaksyon ¢ serbisyo:

PANUTO: Lagyan ng tsek (v') ang iyong sagot sa mga sumusunod na katanungan tungkol sa Citizen's Charter
(CLC). to ay isang opisyal na dokumento na naglalaman ng mga serbisyo sa isang ahensya/opisina ng gobyerno,
makikita rito ang mga kinakailangan na dokumento, kaukulang bayarin, at pangkabuuang oras ng pagproseso.

CC1 Alin sa mga sumusunod ang naglalarawan sa iyong kaalaman sa CC?

[J 1. Alam ko ang CC atnakita ko ito sa napuntahang cpisina
O 2. Alzm ko ang cc pero hindi ko ito nakita sa napuntahang  oplisina
O-3. Nalaman ko ang CC nang makita ko ito sa napuntahang opisina

[ 4, Hindi ko alam kung ano ang CC atwala akeng nakita sa napuntahang opisina (Lagyan ng tsek ang ‘N/A' sa CC2Z at
CC3 kapag ito ang iyong sagot)

CEZ Kung alam ang CC (Nag-tsek sa opsyon 1-3 sa CC1), masasabi mo ba na ang CC nang napuntahang

apisina ay...
O 1. Madaling makita 3 4. Hindi makita
O 2. Medyo madaling makita O 5. N/A

0,3. Mahirap makita

CC3 Kung alam ang CC (nag-tsek sa opsyon 1-3 sa CC1), gaano nakatulong ang CC sa transaksyon mo?

[ 1. Sobrang nakatulong 0 3. Hindi nakatulong
[1 2. Nakatulong naman O 4. N/A

PANUTO:
Para sa SQD 0-8, lagyan ng tsek (v') ang hanay na pinakaangkop sa lyong sagot. B

r SHOHSHSI O]

Lubos na Hindi Labis na Mot
hindi sumasang | Walang Sumasan | sumasa | Applicable
sumasan ayon kinikllingan gayon ngayon
gayon

SQD0. Nasiyahan ako sa serbisyoc na aking
nalanggap sa napuntahan na tanggapan.

SQD1. Makatwiran ang oras na aking ginugol
para sa pagproseso ng aking transaksyon.

SQD2. Ang opisina ay sumusunod sa mga
kinakailangang dokumente at mga hakbang
batay sa impormasyong ibinigay.

SQD3. Ang mga hakbang sa pagproseso,
kasama na ang pagbayad ay madali at simple
lamang.

SQD4. Mabilis at madali akong nakahanap ng
impormasyan tungkol sa aking transaksyon
mula sa opisina o sa website nito.




Control No: ___

SQDS5. Nagbayad ako ng makatwirang halaga
para sa aking transaksyon. (Kung ang sebisyo ay
ibinigay ng libre, maglagay ng isek sa hanay ng
MNAAL)

SQD6. Pakiramdam ko ay patas ang opisina
sa lahal, o “walang palakasan’, sa aking
transaksyon.

SQD7. Magalang akong trinatc ng moa
tauhan, at (kung sakali ako ay humingi ng
tuleng) alam ko na sila ay handang tumuleng
sa akin,

SQD8. Nakuha ko ang kinakailangan ko mula
sa tanggapan ng gobyerno, kung tinanggihan
man, ito ay sapat na ipinaliwanag sa akin.

Mga suhestiyon kung paanc pa mapapabuti pa ang aming mga serbisyo (opsyonal):

Email address (opsyonal):

MARAMING SALAMAT!



Control Ne:

{Bersyon para sa Online Sarbey)

(llagay ang logo at pangalan ng ahensya diio)

TULUNGAN MO KAMI MAS MAPABUTI ANG AMING MGA PROSESO AT SERBISYO!

Ang Client Satisfaction Measurement (CSM) ay naglalayong masubaybayan ang karanasan ng taumbayan
hinggil sa kanilang pakikitransaksycn sa mga tanggapan ng gobyerno. Makatutulong ang inyong kasagutan ukol
sa inyong naging karanasan sa kakatapos lamang na transaksyon, upang mas mapabuti at lalong mapahusay
ang aming serbisyo publiko. Ang personal na impormasyon na lyong ibabahagi ay mananatiling kumpidensyal.
Maaari ring pilin na hindi sagutan ang sarbey na ito.

Uri ng Kliyente: CiMamamayan O Negosyo [ Gobyerno (Empleyade o Ahensya)
Petsa: Kasarian: O Lalaki O Babae Edad:

Rehiyon: Uri ng transaksyon o serbisyo;

PANUTO: Lagyan ng tsek (v') ang iyong sagot sa mga sumusunod na katanungan tungkol sa Citizen's Charter
(GC). lto ay isang opisyal na dokumento na naglalaman ng mga serbisyo sa isang ahensyalopisina ng gobyerno,
makikita rito ang mga kinakailangan na dokumento, kaukulang bayarin, at pangkabuuang oras ng pagproseso.

CC1 Alin sa mga sumusunod ang naglalarawan sa iyong kaalaman sa CC?

01 1. Alam ko ang CC at nzkita ko ito sa napuntahang opisina
0 2 Alam ko ang cc pero hindi ko ito nakita sa napuntahang  opisina
0O 3. Nalaman ko ang CC nang makita ko ito sa napuntahang opisina

O 4. Hindi ko alam kung ano ang CC atwala akong nakita sa napuntahang apisina (Lagyan ng tsek ang ‘N/A' sa CC2 at
CC3 kapag ito ang iyong sagot)

CEz2 Kung alam ang CC (Nag-tsel sa opsyon 1-3 sa CC1), masasabi mo ba na ang CC nang napuntahang

opisina ay...
O 1. Madaling makita O 4. Hindi makita
O 2. Medyo madaling makita [ 5. N/A

7 3. Mahirap makita

CC3 Kung alam ang CC (nag-tsek sa opsyon 1-3 sa CC1), gaano nakatulong ang CC sa transaksyon mo?

O 1. Sabrang nakatulong O 3. Hindi nakatulong
0 2. Nakatulong naman O 4. NIA

PANUTO;
Para sa SQD 0-8, lagyan ng tsek (+') eng hanay na pinakaangkop sa iyong sagot.

DO E G w

Lubos na Hindi Labis na Nat
hindi sumasang| Walang | Sumasan | sumasa | Applicable
sumasan ayon Kinikilingan gayon ngayon
gayon

SQD0. Nasiyahan ako sa serbisyo na aking
natanggap sa napuntahan na tanggapan.

SQD1. Makatwiran ang oras na aking ginugol
para sa pagproseso ng aking transaksyan,

SQD2. Ang opisina ay sumusunod sa mga
kinakailangang dokumento at mga hakbang
batay sa impormasyong ibinigay.

SQD3. Ang mga hakbang sa pagproseso,
kasama na ang pagbayad ay madali at simple
lamang.

SQD4. Mabilis at madali akong nakahanap ng
impormasyon tungkol sa aking transaksyon
mula sa opisina o sa website nito.




Controf No: ___

SQDS. Nagbayad ako ng makatwirang halaga
para sa aking transaksyon. (Kung ang sebisyo ay
ibinigay ng libre, maglagay ng tsek sa hanay ng
MAAL)

SQD86. Pakiramdam ko ay patas ang opisina
ga lahat, o "walang palakasan”, sa aking
fransaksyon.

SQD7. Magalang akong firinate ng mga
tauhan, at (kung sakali ako ay humingi ng
tulong) alam ko na sila ay handang tumulong
sa akin.

SQD8. Nakuha ko ang kinakailangan ko mula
sa tanggapan ng gobyemno, kung tinanggihan
man, ito ay sapat na ipinaliwanag sa akin.

Mga suhestiyon kung paano pa mapapabuti pa ang aming mga serbisyo (opsyonal):

Email address (opsyonal):

MARAMING SALAMAT!
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Annex B

Client Satisfaction Measurement
(CSM) Report Outline
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Harmonized CSM Report Outline:

I. Title Page

- This section shall contain the Agency's official logo and official name. The page
shall also include:

o the label “Client Safisfaction Measurement Report”,
o whether the report is consolidated by the Central, the Regional, or the

Satellite Office. (Ex. Regional Office — Western Visayas)

- the year covered by the report, and the report's edition [Ex. 2023 (1st Edition)].

[l. Table of Contents

Il. Overview

- The content of the Overview section shall be at the discretion of the agency.
Agencies are highly encouraged to include a summary of results. It may include a
brief description of the agency and the CSM mandate.

IV. Scope

a.
b.
c.

Period covered
Geographic and Office coverage
List of services surveyed, responses, and total number of
transacting clients
Sampling

I. Applied confidence level and margin of error

ii. Discussion of response rates
The Scope section of the CSM Report shall include the period on when the
survey was conducted and the geographical coverage of the survey.
In addition, the section shall include a table of the agency's services, the
number of clients that completed the survey, and the total number of
transactions during the year (surveyed + unsurveyed clients).
The response rate is integral to the survey so it shall be explicitly stated in the
CSM report. It shall be followed by a discussion on why the agency thinks the
response rate is high, low, or as expected.
Furthermore, the agency shall also provide reasons on why services have fow
responses, if any. The agency shall create a separate table for services that
have no clients during the period, if any.
The sampiing calculator is attached in the CSM Guidelines document.

V. Methodology

a.
b.
c.

Mode of Survey Implementation
Feedback and Collection Mechanism
Scoring system
i. Table of the scale and its equivalent number

. How numerical results will be interpreted

- The Methodology section of the CSM Report shall discuss all the physical
and digital methods used by the agency to implement the CSM survey.

- Additionally, the section shall provide a table of the 5-point Likert scale and
the survey's scoring system.
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VI. Data and Interpretation
a. Client Demographic
b. Citizen’s Charter results
c. Service Quality Dimension results
d. Free responses

- A breakdown of the client demographic shall be provided. The agency may
provide an analysis based on how it may or may not be representative of its
population.

- Then, a breakdown of the Cifizen's Charter questions and Service Quality
Dimension questions by result count shall be provided. The agency shall
provide an analysis of the results.

- Afterward, a breakdown of each services'scores shall be provided. The agency
shall also provide an analysis of these results.

VIl. Results of the Agency Action Plan reported in the previous year

VIil. Continuous Agency Improvement Plan for the following year
- Sections Vil and Vill shall contain the action steps, the responsible unit/person,
and a timeline. Agencies are also encouraged to incorporate CSM findings fo
the Improvement Plan.
- Section VI shall not apply for the first year of CSM implementation

A. Clear images of CSM survey used
B. List including central, regional, and satellite offices covered (if
consolidated)
C. CSM results of each central, regional, and satellite office (if
consolidated)
i. Response rates of each office
ii. Citizen’s Charter results of each office
iii. SQD results of each office
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[Insert Agency Logo]

(Insert Agency Name)

Client Satisfaction Measurement Report

Consolidated

YEAR (XX Edition)
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TABLE OF CONTENTS

|. Overview

Il. Scope

lIl. Methodology

IV. Data and Interpretation

V. Results of the Agency Action Plan

V1. Continuous Agency Improvement Plan

Annex A. Survey Questionnaire Used

Annex B. List of Regional and Satellite Offices
(If Consolidated Report)

Annex C. CSM Results Per Office
(If Consolidated Report)

10

11



l. Overview:

[The content of the Overview section shall be at the discretion of the agency. Agencies
are highly encouraged to include a summary of results. It may include a brief description
of the agency and the CSM mandate.]

CC Awareness: 40.00%

CC Visibility: 30.00%

CC Helpfulness: 44.00%

Response Rate: 40.69%

Overall Score: 97.39%
Il. Scope:

[The Scope section of the CSM Report shall include !ﬁe period the survey was conducted
and the geographical coverage of the survey.

In addition, the section shallinclude a table of the agency's services, the number of clients
that completed the survey, and the total number of transactions during the year (strveyed
+ unsurveyed clients).

The response rate is integral to the survey so it shall be explicitly stated in.the CSMreport.
it shall be followed by a discussion on why the agency thinks the response rate is high,
low, or as expected. :

Furthermore, the agency shall provide reasons on why services have low responses, if
any. The agency, shall create a separate table for serwces that had no clients during the
period, ifany.] 'l

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
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The services [Agency Name] surveyed were the following:

! Total

External Services | Responses Transactions

External Service 1 (replace with service name as stated in the Citizen's Charter) 258 431
External Service 2 204 512
External Service 3 58 78
External Service 4 8 16
External Service 5 21 a3
External Service 6 32 32
External Service 7 167 488
External Service 8 24 24
External Service 9 271 849
External Service 10 ; 19 40
External Service 11 29 36
External Service 12 71 101
External Service 13 42 100
External Service 14 22 26
External Service 15 49 75
External Service 16 33 39
External Service 17 183 34
External Service 18 11 22
External Service 19 i 16 20
External Service 20 ] 56 B1
External Service Total R s 2k 1407 ) ap3vy
Internal Service 1 (replace with service name as stated in the Citizen's Charter) 38 e ]
Internal Service 2 15 21,
Internal Service 3 ] 446 2436
Internal Service 4 J 43 80
Inlernal Service 5 i 68 =~ 0B
Internal Service 6 ; 26 a7
Internal Service 7 l a3 51
Internal Service & } : 9 17
Internzal Service 9 | ] ! 13 20
Internal Service 10 | 19 29
Internal Service 11 0 a
Internal Service 12" | 1 0 5
Internal Service 13 | ! ! 38 38
Internal Service 14 | | ! 17 17
Internal.Service 15 ' ! 23 23
Internal Service 16 ! 18 18
Internal Service 17 v 16 16
Internal Service 18 i 38 38
Internal Service 19 | 332 332
Internal Service Total i ! 1192 3354
OVERALL TOTAL i 2599 6391

The following services hdd no dlients in CY [year covered

1. Zero-Client Service 1

2. Zero- Client Service 2

!

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
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lll. Methodology:

[The Methodology section of the CSM Report shall discuss all the physical and digital methods
used by the agency to implement the CSM survey.

Additionally, the section shall provide a table of the 5-point Likert scale and the survey’s scoring

system.]
Scale Rating
5 Strongly Agree
4 Agree
3 Neither Agree nor Disagree
2 Disagree
1 Strongly Disagree

The Overall score for the 8 SQDs were computed based on the following formula:

Number of 'Strongly Agree’ answers + Number of "Agree’ answers
Total Number of Respondents - Number of 'N/A' answers

Overall Score =

The interpretation of the results are as follows:

Percentage

Below 60.0% ; " Poor
60.0% = 79.9% Fair
80.0% - 89.9% Satisfactory
90.0% - 94.9% Very Satisfactory
95.0% - 100% Outstanding

IV. Dataand Interpretation

[A breakdown of the client demograph:c shall be provided. The agency may provide an analysis
based on how. it may or may not be representative of its population.

Then, a breakdown of the € ?tfzen s Charter questions and Service Quality Dimension questions
by resutt count shall be provided. The agency shall provide an analysis of the results.

Afterward, a breakdown of each services' scores shall be provided. The agency shall also
provide an analysis of these results.]

A. Demographic Profile

[Insert discussion]

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NQT 3
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D1. Age and D2. Sex External Internal Overall
1. 19 or lower 1% 0% 1%
2. 20-34 22% 64% 40%
3. 35-49 40% 23% 32%
4, 50-64 23% 6% 16%
5. 65 or higher 7% 2% 5%
6. Did not specify 7% 5% 6%
1. Male 38% 14% 28%
2. Female 58% 86% 70%
3. Did not specify 4% 0% 2%

[Insert discussion]

1. Region | 4%. 6% Shope e 5%
2. Region || 2% 4% 3%
3. Region lll 13% 9% 11%
4. Region IV-A 14% 7% 11%
5. MIMAROPA 2% 8% 5%
6. Region V 6% 6% 6%
7. Region VI 9% 4% 7%
8. Region VII 8% 6% 7%
9. Region VIl 5% 3% 4%
10. Region IX 5% 8% 6%
11. Region X 4% 6% 5%
12. Region XII 4% 4% 4%
13. Region Xl 2% 4% 3%
14. NCR 11% 15% 13%
15. CAR 3% 1% 2%
16. BARMM : 5% 2% 4%
17. Did not specify ' 3% 6% 4%

[Insert discussion]

Customer Type External Internal Overall

D4} Citizen i 15% 1% 9%
D4. Business 9% 1% 6%
D4, GovVernment . 71% 98% 82%
D4. Did not specify!. 5% 0% 3%

[Insert analysis of demographic results]

B. Countof CC and SQD results
[Insert discussion-and analysis of CC results]
Citizen's Charter Answers | Responses |Percentage

CC1. Which of the following describes your awareness of the CC?

1.1

know what a CC is and | saw this office's CC,

283

10%

2. | know what a CC is but | did not see this office’s CC.

521

19%

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
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3. | learned of the CC only when | saw this office's CC. 304 11%

4. 1do not know what a CC is and | did not see this office’'s CC. 1708 60%
CC2. If aware of CC, would you say that the CC of this office was...?

1. Easy to see 330 30%
2. Somewhat easy to see 257 23%
3. Difficult to see 141 13%
4. Not visible at all 380 34%
CC3. If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 489 44%
2. Somewhat helped 367 33%
3. Did not help 252 23%

[Insert discussion and analysis of SQDO results]

Neither i |

Strongly Agree nor Strongly Total
Agree Agree Disagree = Disagree Disagree N/A Responses | Overall
36770n 0 |7 22528 93.35%

[Insert discussion and analysis of SQD1-8 results)

Dime Aqree 3 '-' ; 1 Disaq ; o Uve
Responsiveness 1930 815 [T 58 12 o d 0 2816 | 97.48%
Reliahility 1700 1052 50 9 5 0 2816 97.73%
Access and 1789 938 71 16 2 0 2816 96.84%
Facilities
Communication 1447 1296 54 18 1 0 2816 97.41%
Costs 0 (0] 0 0 0 2816 2816 N/A
Integrity 1927 833 38 15 3 0 2818 98.01%
Assurance 111591 1144 65 17 2 0 2816 97.02%
Outcome 1686 1053 59 14 4 0 28186 97.27%
Overall 12070 7128 395 101 18! 2816 22528 97.39%

C. Overall score per service

[Insert discussion of scores per service]

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
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External Services

Overall Rating

External Service 1 (replace with service name as stated in the Citizen's Charter) 97.6%
External Service 2 96.0%
External Service 3 90.0%
External Service 4 81.4%
External Service 5 99.4%
External Service 6 87.6%
External Service 7 96.6%
External Service 8 80.8%
External Service 9 96.0%
External Service 10 87.0%
External Service 11 93.0%
External Service 12 94.2%
External Service 13 97.0%
External Service 14 94.8%
External Service 15 85.4%
External Service 16 86.6%
External Service 17 89.8%
External Service 18 83.0%
External Service 19 80.0%
External Service 20 92.2%

External Semigg;'l_'qté!;;..

93.4%

Internal Service 1 (replace with'service name as'stated in the Cilizen's Charter). 82 6%
Interpal Service 2 82:4%
Internal Service 3 90.0%
Interpial Service 4 97.4%
Internal Service 5 © 95.4%
Internal Service 6 84.2%
Internal Service 7 89.6%
Internal Service 8 . 93.4%
Internal Service 9 1 92.4%
Internal Service 10 99.0%
Internal Service 11, 92.8%
Internal Service 12|, 80.8%
Internal Service 13 88.2%
Internal Service 14 | 94.6%
interpal Service 15 96.2%
Internal Service 19 95.6%
Internal Service Total 90.2%

| OVERALL TOTAL 97.4%

[Insert analysis]

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE



V. Resulis of the Agency Action Plan reported for FY 2022:

VI. Continuous Agency Improvement Plan for FY 2024:

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY’S ACTUAL PERFORMANCE



ANNEX A. Survey Questionnaire/s Used

Controd No. RMTLIRED: TAPE, A/ THOMITY
et
(On-Site Version) Pmtinymg it St
(inmert agency logo hers | (insen agency name here | =
HELP US SERVE YOU BETTER!

This Client Salisfacton Measuroment (CSM) tracks the customer expenence of government offices Your leedback
on your [ecently concluded transaction will help this offics provide & betler service Personal information shared wil
be kept confidential and you abways have the option o not answer this form

Chent typs. _ Ciogen | Busness Government {Empioyes o ancther sgency)
Date Sex T Make 7! Female Age

Region of residence Service Availed

INSTRUCTIONS: Check mark ( ) your answer o the Crtizen's Charter (CC) questions The Citizen's Charter
i an official document that reflects the services of a govemment agancy/office including its requirements, fees
and processing bmes among others

cc ¥yhich of the foliowang best describes your awareness of 8 CC7
T 1 kngw waat a CC w6 anc | uaw the office’s CC
T2 1hnow what s OC s bt | s NOT ses this office’s CC
— 3 lsarned of tha CC only wiher | saw the office's O
C 4 1t do not know what 8 CC 1 and | thd not see one ) th ofice (Antwer NA on CC2 ana CCI)

cCc2 I aware of CC (answered 1-3 in CC1), woulkd you say that the CC of this office was 7
I 1 Esmy o see = & Not wmtks st o
= I Somewhat saty i see T5 NA
T3 DNfSoult o be

CC3 W aware of CC (answered codes 1-3 in CC1). how much thd the CC help you i your transachon?
Z 1 Heiped wery much 3 Owa not heip
2 Somewhst hetped A WA

INSTRUCTIONS

For SQD 0-8. please put a check mark { ) on the column that best coresponds 1o your ansy
N/A
s

E D Net s s

manghy nges mwl-qr:: Agree wangly

8QD0. | am satmhed with the servce that |
availed

S0D1. | spent & reaschable amouni of Bme lor
my transaction.

S0D2. The ofice folliowed tha Tansacion's
requiremanis and sleps based on D

8QD3I. The sieps (ncluding payment ] | needed
o do for my bensacton were sasy and simple
8004, | emsily lound nlormation aboul my
anasction from the offce o s websito.

mlpﬁlwmamm

Wu
SOD4. | fead the office was lair o everyone, of

BODE. | gol what | needed the
govarnmend office, of (f denied) denial of
| request was sufficsntly lo me

Suggestions on haw we can further improve our services (optional)

Email address (ophonal)

THANK YOU!

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
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ANNEX B. List of Regional and Satellite Offices (If Consolidated
Report)

Total

Responses | Population
Central Office X
Regional Office 1
Regional Office CAR
Regional Office 2
Regional Office 3
Regional Office NCR

NN

o B B -

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY’'S ACTUAL PERFORMANCE



ANNEX C. CSM Results Per Office (If Consolidated Report)

1. Central Office

Citizen's Charter Answers | Responses  Percentage
CC1. Which of the following describes your awareness of the CC?
1.1 know what a CC is and | saw this office's CC. X VY. ¥y %
2. | know what a CC is but | did not see this office’s CC. X YY.¥y%
3.1 learned of the CC only when | saw this office’s CC. X Y. yy%
4.1 do notknow what a CC is and | did not see this office's CC, X YY-Yy%
CC2. If aware of CC, would you say that the CC of this office was...?
1. Easy lo see X Y- yy%
2. Somewhat easy lo see X YY.¥y%
3. Difficull to see X VY. yy%
4. Not visible atall X yy.yy%
CC3. If aware of CC, how much did the CC help you in your transaction?
1. Helped very much X VY. yy/a
2. Somewhat helped X yy-yy%
3. Did not help VY. ¥y

Neither

I
1
Service Quality Strongly Agree nor Strongly Total |
Dimensions Agree Agree Disagree Disagree Disagree N/A Responses | Overall
Responsiveness X X X X X X
Reliability X X X X X X LYY
Access and X X X X X X X YY-Y¥%
Facilities
Communication X X X X X X X YY.yy%
Cosls X X X X X X X yY.y¥y%
Integrity X X X X X X A Yy-yy/e
Assurance » R X X X X X X yy-yy%
Qutcome Xy X X X X X X yY.yya
Overall X ! X X X X X X VY. Yy

External Services

| Responses

Total
Transactions

External Service Tolal R

External Service 1 (féplace M!ﬁ service name as statedTn the Cihzen s Chaiter) X y

External Service 2 & X y

External Service 3 X y
X

Internal Service 1 (replace withiservice nbme asstated in‘the Cnhzen s Charter X ¥
Internal Service 2 X y
Internal Service 3.1 » X y
Internal Service Totall - X y
OVERALL TOTAL ™™ =17 1} X ¥

2. Regional Office 1 .

Citizen's Charter Answers | Responses  Percentage

CC1. Which of the following describes our awareness of the CC?
1.1 know whata CC is and | saw this'office’s CC., X VY. ¥y%
2. | know whata CC is but ] did not see this office's CC. X VY. yy%
3.1 learned of the CC only when | saw this office's CC. X YY-yy%
4.1do not know whata CC is and | did not see this office’s CC. X yy.yy%
CC2. If aware of CC, would you say thal the CC of this office was...?

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE
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1. Easyto see X Yy YY e
|_2. Somewhat easy to see X VY. yy%

3. Difficult fo see X yy-yy%

4. Not visible at all X Y. yy%

CC3. If aware of CC, how much did the CC help you in your fransaction?

1. Helped very much X YV.Yy%e

2. Somewhat helped X YY-yy%

3. Did nothelp X VY. Yy

e Qlua 0 Agree no 0
B D Aareeg Ag 2 Disagree Disaqre ¥ 0] R Do Oversa

Responsiveness X X X X 7y X VY-y¥%

Reliability X X X X X X X yy.yy%e

Access and X X A X X X X VY- YyYa

Facilities

Communication X X X X X X X YY.yy%

Costs X X X X X X X VY. yy%

integrity X X X X X X X VY. ¥y %

Assurance X X X X X X X yy.yy%

Outcome X X X X X X X Yy-yy%

Overall X X X X X X X YY-yy%

Total
External Services Responses Transactions

External Service 1 (replace with service nam e as stated in the Citizen's C harter) X y
External Service 2 : X 3 )
External Service 3 X y
External Service Total X4

Internal Service 1 (replace with 5efvice name as stated in the Gitizen's C arter) X y
Internal Service 2 ] X y
Internal Service 3 X ¥
Internal Service Total X y
OVERALL TOTAL X y

3. Regional Office CAR
4. Regional Office 2
5. Regional Office 3

6. Regional Office NCR

DISCLAIMER: THE DATA IN THIS SAMPLE HAVE BEEN RANDOMIZED AND ARE NOT

11
REPRESENTATIVE OF THE AGENCY'S ACTUAL PERFORMANCE
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ANTI-RED TAPE AUTHORITY

DFEEICE OF THE PRESIDENT

JOINT MEMORANDUM CIRCULAR NO. 1
SERIES OF 2023

FOR: ALL GOVERNMENT-OWNED OR -CONTROLLED
CORPORATIONS (GOCCs) COVERED BY REPUBLIC ACT NO.
10149

SUBJECT: SUPPLEMENTAL GUIDELINES TO THE ARTA MEMORANDUM
CIRCULAR NO. 2022-05 OR THE GUIDELINES ON THE
IMPLEMENTATION OF THE HARMONIZED CLIENT
SATISFACTION MEASUREMENT SPECIFIC FOR GOCCS
COVERED BY REPUBLIC ACT NO. 10149

DATE: 12 April 2023

1. LEGAL BASES

1.1. Pursuant to Section 20 of the Republic Act (R.A.) No. 11032' or the Ease of
Doing Business and Efficient Government Service Delivery Act of 2018, which
amended and renumbered Section 10 of R.A. No. 94852 or the Anti-Red Tape
Act of 2007 to Section 20, a feedback mechanism shall be established in all
government agencies covered under Section 3 of R.A. No. 11032.

1.2. Section 3(b), Rule IV of the Implementing Rules and Regulations (IRR) of R.A.
No. 11032 also states that “fa]ll agencies shall embed feedback mechanisms
and client satisfaction measurement in their process improvement efforts. The
agency shall report to the [Anti-Red Tape Authority (ARTA)] the results of the
Client Satisfaction Survey for each service based on the guidelines issued by
the Authority”.

1.3. Consistent with Section 3(b), Rule IV of the IRR of R.A. 11032, the Anti-Red
Tape Authority (ARTA) issued the ARTA Memorandum Circular (MC) No.
2022-05 or the Guidelines on the Implementation of the Harmonized Client
Satisfaction Measurement.

1.4. R.A. No. 10149, otherwise known as the GOCC Governance Act of 2011,
created the Governance Commission for GOCCs (GCG) as the central policy-
making and regulatory body mandated to safeguard the State’s ownership

1 AN AcT PROMOTING EASE OF DOING BUSINESS AND EFFICIENT DELIVERY OF GOVERNMENT SERVICES, AMENDING FOR THE
PURPOSE REPUBLIC ACT NO. 9485, OTHERWISE KNOWN AS THE ANTI-RED TAPE ACT OF 2007N AND FOR OTHER PURPOSES,
approved 28 May 2018.

2 AN ACT TO IMPROVE EFFICIENCY IN THE DELIVERY OF GOVERNMENT SERVICE TO THE PUBLIC BY REDUCING BUREAUCRATIC
RED TAPE, PREVENTING GRAFT AND CORRUPTION, AND PROVIDING PENALTIES THEREFOR, approved 02 June 2007.

3 AN AcT TO PROMOTE FINANCIAL VIABILITY AND FiscaL DISCIPLINE IN GOVERNMENT-OWNED OR -CONTROLLED
CORPORATIONS AND TO STRENGTHEN THE ROLE OF THE STATE IN ITS GOVERNANCE AND MANAGEMENT TO MAKE THEM MORE
RESPONSIVE TO THE NEEDS OF PUBLIC INTEREST AND FOR OTHER PURPOSES, approved 06 June 2011,



rights and ensure that the operations of GOCCs are transparent and
%Y, responsive to the needs of the public.

1.5. In the exercise of its mandate, the GCG adopted GCG MC No. 2012-07* or
the Code of Corporate Governance for GOCCs. Under Section 37 of the GCG
M.C. No. 2012-07, GOCC Governing Boards are required to:

a. Ensure integrity and honesty in dealings with customers and operate a
highly effective and efficient organization, focused on meeting customer
objectives with the aim of providing services which give fair value and
consistent quality, reliability, and safety in return for the price paid for the
same; and

b. Operate policies of continuous improvement, of both processes and the
skills of the staff, to take best advantage of advances in all aspects of
society in order to ensure that it continues to add value to its customers’
businesses.

1.6. Under R.A. No. 10149, the Performance Evaluation System (PES) established
by the GCG sets the process of appraising the accomplishment of the GOCCs
in a given fiscal year based on the set performance criteria. One of the
measures in determining the rating in the PES is the overall satisfaction of the
clients for the services availed in a GOCC.

2. PURPOSE

2.1. This Joint Memorandum Circular (JMC) is being issued to provide
supplemental guidance to GOCCs regarding compliance to GCG
Memorandum Circular 2023-01° and ARTA M.C. No. 2022-05.

2.2. Likewise, this JMC aims to reduce the cost and burden of compliance of
GOCCs with the Client Satisfaction Measurement (CSM) and Client
Satisfaction Survey (CSS) requirements.

3. COVERAGE

. The supplemental guidelines shall be adopted by all GOCCs covered by R.A.
No. 10149.

3.

4. GENERAL GUIDELINES

4.1. All GOCCs shall conduct their respective CSS as required by the GCG-
approved Performance Scorecard. The CSS methodology shall be in
accordance with the prescribed Guidelines of the ARTA M.C. No. 2022-05.

4.2. GOCCs may have the option to engage the services of a third-party provider
or in-house services for the conduct of the survey.

4 CopE oF CORPORATE GOVERNANCE FOR GOCCs, approved 28 November 2012,
5 PERFORMANCE EVALUATION SYSTEM (PES) FOR THE GOCC SECTOR DATED 18 JANUARY 2023.
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4.3.

4.4,

4.5.

4.6.

4.7,

4.8.

4.9.

GOCCs shall follow the survey methodology prescribed by ARTA MC No.
2022-05.

GOCCs shall submit their respective CSM report to the Authority not later than
April 15 of each year.

The CSM Reports submitted by the GOCCs shall be validated by the Authority
based on the Guidelines set by ARTA M.C. No. 2022-05. Results of the
validation shall be submitted by ARTA to GCG not later than May 31 of the
following year.

The validated CSM Report of the Authority shall be used by GCG for the CSS
measure in the GOCC's Performance Scorecard.

The percentage® of respondents that rated ‘Agree’ (4) and ‘Strongly Agree’
(5) for Service Quality Dimension 0: “/ am satisfied with the service that |
availed’ shall be used for the CSS measure in the GOCC's Performance
Scorecard.

The total number of clients who availed of the external services will be the
basis of computing the rating.

Respondents in satellite offices and other offices smaller than a branch will
be counted under the branch covering these smaller offices.

5. AGENCY ROLES AND RESPONSIBILITIES

51,

GOVERNMENT-OWNED AND CONTROLLED CORPORATIONS (GOCCs)
COVERED BY R.A. NO. 10149

5.1.1. GOCCs shall endeavor to conduct the CSS for all its external and
internal services either through a third-party service provider or an in-
house survey.

51.2. Al GOCCs shall submit the Final Report in accordance with the
ARTA-prescribed template/outline pursuant to ARTA M.C. No. 2022-
05. The following data/information shall be generated and reflected in
the CSM Report, in addition to the existing ARTA-prescribed
template/outline.

5.1.2.1. Number of responses: sub-total for external services and
sub-total for internal services,

51.2.2. Number of transactions: sub-total for external services and
sub-total for internal services; and

& Total number of respondents that rated ‘Agree’ (4) and ‘Strongly Agree' (5) for the SQDO over the total number
of respondents.
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5.1.2.3. The percentage of respondents that rated '‘Agree’ and
‘Strongly Agree’ for each SQD: with breakdown for external
services and internal services.

5.1.3. All covered GOCCs shall submit their CSM Report duly approved and
signed by the Head of the Committee on Anti-Red Tape (CART) to
attest that the report is accurate and compliant with the applicable
guidelines.

GOVERNANCE COMISSION OF GOCCs (GCG)

52.1. The GCG may perform random data collection quality control
procedures, i.e., spot-checking and back-checking as they deem
necessary. The GCG reserves the right to request proof of the survey
results, including the sample questionnaires and the Excel file of the
aggregated data.

5.2.2. The GCG shall use the ARTA-verified rating as the validated rating for
the CSS measure in the GOCC's Performance Scorecard. The GCG
may consider the following grounds for Zero Rating:

5.2.21. Non-compliance with the ARTA-prescribed methodology
and questionnaire

5.2.2.2. Adverse findings during the conduct of spot-checking
and/or back-checking

5.2.2.3. Late submission of CSM Report

ANTI-RED TAPE AUTHORITY (ARTA)

5.3.1. The ARTA shall receive CSM reports from GOCCs as submitted and
shall record the date of submission.

532 The ARTA shall check that the CSM report submitted by the GOCC is
duly signed by the Head of the Committee on Anti-Red Tape.

5.3.3. The ARTA shall provide the GCG with the verified CSM rating of
GOCCs on or before May 31 of the following year.

53.4. The ARTA may perform random data collection quality control
procedures, i.e., spot-checking and back-checking. The ARTA
reserves the right to request proof of the survey results, including the
sample questionnaires and the Excel file of the aggregated data.
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6. TIMELINE OF SUBMISSION

6.1. The CSM Report shall be submitted to ARTA on or before 15 April of the
following year.

6.2. Thereafter, the ARTA shall provide the results of the validated reports to
GCG on or before May 31 of the following year.

7. REPEALING CLAUSE

Provisions of previous issuances of the ARTA and the GCG that are inconsistent
with this Joint Memorandum Circular are hereby reversed, set aside, or declared
ineffective.

8. SEPARABILITY CLAUSE

If any provisions or part of this Joint Memorandum Circular is held unconstitutional
or invalid, it shall not affect the validity of the remaining provisions of this Circular.

Should there be any inconsistency or ambiguity between the provisions of ARTA
MC No. 2022-05 and this Joint Memorandum Circular in relation to the Client
Satisfaction Measurement, the former shall prevail over the latter.

9. TRANSITORY PROVISION

All covered GOCCs shall strictly comply with this Joint Memorandum Circular
beginning survey year 2023.

10. EFFECTIVITY

This Joint Memorandum Circular shall take effect immediately upon publication and
registration with the University of the Philippines — Office of the National
Administrative Register (UP-ONAR).

APPROVED BY: - "_7

—

SECRETARY ERNESTO V. PEREZ
Director General, Anti-Red Tape Authority
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Price Quotation Form

Date:

MS. RIZA M. HERNANDEZ

Chairperson, Bids and Awards Committee

LBP Leasing and Finance Corporation (LLFC)
15" FlIr., Sycip Law Center, #105 Paseo de Roxas St.,

Makati City

Dear Ms. Hernandez:

Annex “A”

After having carefully read and accepted the terms and conditions in the Request for

Quotation (RFQ), hereunder is our quotation/s for the item/s as follows:

Description/ Specifications:

Qty.

Unit Price (P)

Total Price (P)

(In details)

Amount in Words:

Warranty

The above-quoted prices are inclusive of all costs and applicable taxes. Delivery to LBP
Leasing and Finance Corporation shall not be later than January 31, 2025.

Very truly yours,

Printed Name over Signature of Authorized Representative

Name of Company

Contact No./s

*Please submit all the required eligibility documents together with the Annexes “A, B and C”




Annex “B”

Schedule of Requirements and Eligibility Requirements

Bidders must state “Comply” in the column “Statement of Compliance” against each of the

individual parameters.

Requirements

Statement
of
Compliance

One (1) Lot Client Satisfaction Measurement CY2024 compliant with the Terms
of Reference

The Final Report must be submitted not later than January 31, 2025.

The selected firm must be a professional market research center or firm with a
track record of at least fifteen (15) years of relevant studies.

Eligibility Requirements (Certified True Copies only ) :

1. Valid and Current Year Mayor’s Permit

2. Valid and Current PhilGEPS Registration Number

3. DTI/ SEC Registration (for Partnership / Corporations)

4. Original and notarized Omnibus Sworn Statement (Annex “C”)

5. Original and notarized Secretary’s Certificate for proof of authorization

| hereby certify to comply and deliver all the above Schedule of Requirements.

Name of Company Signature over Printed Name of Date
/Bidder Authorized Representative



Annex “C”

Omnibus Sworn Statement

REPUBLIC OF THE PHILIPPINES )
CITY/MUNICIPALITY OF ) S.S.

AFFIDAVIT

I, [Name of Affiant], of legal age, [Civil Status], [Nationality], and residing at [Address
of Affiant], after having been duly sworn in accordance with law, do hereby depose and state
that:

1. Select one, delete the other:

If a sole proprietorship: | am the sole proprietor or authorized representative of
[Name of Bidder] with office address at [address of Bidder];

If a partnership, corporation, cooperative, or joint venture: | am the duly authorized
and designated representative of [Name of Bidder] with office address at [address of
Bidder];

2. Select one, delete the other:

If a sole proprietorship: As the owner and sole proprietor, or authorized
representative of [Name of Bidder], I have full power and authority to do, execute and
perform any and all acts necessary to participate, submit the bid, and to sign and
execute the ensuing contract for [Name of the Project] of the [Name of the Procuring
Entity], as shown in the attached duly notarized Special Power of Attorney;

If a partnership, corporation, cooperative, or joint venture: I am granted full power
and authority to do, execute and perform any and all acts necessary to participate,
submit the bid, and to sign and execute the ensuing contract for [Name of the Project]
of the [Name of the Procuring Entity], as shown in the attached [state title of attached
document showing proof of authorization (e.g., duly notarized Secretary’s Certificate,
Board/Partnership Resolution, or Special Power of Attorney, whichever is
applicable;)];

3. [Name of Bidder] is not “blacklisted” or barred from bidding by the Government of
the Philippines or any of its agencies, offices, corporations, or Local Government
Units, foreign government/foreign or international financing institution whose
blacklisting rules have been recognized by the Government Procurement Policy
Board,;

4. Each of the documents submitted in satisfaction of the bidding requirements is an
authentic copy of the original, complete, and all statements and information provided
therein are true and correct;

5. [Name of Bidder] is authorizing the Head of the Procuring Entity or its duly
authorized representative(s) to verify all the documents submitted,



Annex “C”

6. Select one, delete the rest:

If a sole proprietorship: The owner or sole proprietor is not related to the Head of the
Procuring Entity, members of the Bids and Awards Committee (BAC), the Technical
Working Group, and the BAC Secretariat, the head of the Project Management Office
or the end-user unit, and the project consultants by consanguinity or affinity up to the
third civil degree;

If a partnership or cooperative: None of the officers and members of [Name of
Bidder] is related to the Head of the Procuring Entity, members of the Bids and
Awards Committee (BAC), the Technical Working Group, and the BAC Secretariat,
the head of the Project Management Office or the end-user unit, and the project
consultants by consanguinity or affinity up to the third civil degree;

If a corporation or joint venture: None of the officers, directors, and controlling
stockholders of [Name of Bidder] is related to the Head of the Procuring Entity,
members of the Bids and Awards Committee (BAC), the Technical Working Group,
and the BAC Secretariat, the head of the Project Management Office or the end-user
unit, and the project consultants by consanguinity or affinity up to the third civil
degree;

7. [Name of Bidder] complies with existing labor laws and standards; and

8. [Name of Bidder] is aware of and has undertaken the following responsibilities as a
Bidder:

a) Carefully examine all of the Bidding Documents;

b) Acknowledge all conditions, local or otherwise, affecting the implementation of
the Contract;

c) Made an estimate of the facilities available and needed for the contract to be bid,
if any; and

d) Inquire or secure Supplemental/Bid Bulletin(s) issued for the [Name of the
Project].

9. [Name of Bidder] did not give or pay directly or indirectly, any commission, amount,
fee, or any form of consideration, pecuniary or otherwise, to any person or official,
personnel or representative of the government in relation to any procurement project
or activity.

IN WITNESS WHEREOF, | have hereunto set my hand this __ day of __ , 20__ at
, Philippines.

Bidder’s Representative/Authorized Signatory



Annex “C”

SUBSCRIBED AND SWORN to before me this ___ day of [month] [year] at [place
of execution], Philippines. Affiant/s is/are personally known to me and was/were identified
by me through competent evidence of identity as defined in the 2004 Rules on Notarial
Practice (A.M. No. 02-8-13-SC). Affiant/s exhibited to me his/her [insert type of government
identification card used], with his/her photograph and signature appearing thereon, with no.

and his/her Community Tax Certificate No. issued on at

Witness my hand and seal this ___ day of [month] [year].

NAME OF NOTARY PUBLIC
Serial No. of Commission
Notary Public for until
Roll of Attorneys No.
PTR No. [date issued], [place issued]
IBP No. [date issued], [place issued]

Doc. No.
Page No.
Book No.
Series of

* This form will not apply for WB funded projects.



