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PROJECT NAME : LLFC Customer Satisfaction Survey for CY 2021 

APPROVED BUDGET 
FOR THE CONTRACT 

: 
Four Hundred Thousand Pesos (P400,000.00) 

 

I. SUMMARY 

LBP Leasing and Finance Corporation (LLFC), the client, is seeking to hire an 

independent research firm, the contractor, to conduct its CY 2021 Customer 

Satisfaction Survey for customers under the programs and projects being implemented 

and the services rendered. Insights from the survey will assist LLFC in developing an 

evidence-based strategy aimed at improving the delivery of products and services to 

its stakeholders. 

 

II. BACKGROUND 

LBP Leasing and Finance Corporation (LLFC), is a subsidiary of Land Bank of the 

Philippines and one of the government-owned and controlled corporations (GOCC) 

under the oversight of the Governance Commission for GOCCs (GCG). As part of the 

performance evaluation, GCG requires all GOCCs to conduct a client satisfaction 

survey, thus the need for one. 

 

III. THE ASSIGNMENT AND OBJECTIVES 

To better understand the issues and concerns of the client’s stakeholders, as well as 

to improve its services, the client seeks a research firm to design and carry out a 

customer satisfaction survey among its stakeholders nationwide. 

 

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. 

 

IV. SCOPE OF WORK AND METHODOLOGY 

The scope of work and methodology for the study will be based on the following 

attachments:  

a. GCG Memorandum dated 27 September 2019 re: Enhanced Standard 

Methodology for the Conduct of the Customer Satisfaction Survey;  

b. GCG Memorandum dated 14 August 2020 re: Additional Guidelines in the Conduct 

of the Customer Satisfaction Survey for 2020 in the GOCC Sector;  

c. GCG Memorandum dated 26 February 2021 re: Additional Guidelines in the 

Conduct of the Customer Satisfaction Survey for 2021 in the GOCC Sector; and 

the  

d. GCG prescribed questionnaire dated 24 February 2020.  

 

The following attachments will be referred to as Annex “A” of this TOR.  
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V. DELIVERABLES 

The bidder shall be engaged from the time of the issuance of the notice to proceed but 

not later than October 31, 2021. The contract can be terminated earlier as deemed 

necessary by LLFC. 

 

Please refer to attached Annex “A” for the deliverables for the study. 

 

VI. TIMELINES AND STATUS UPDATES 

Section X of the attached GCG Memorandum dated 27 September 2019 must be 

considered by the selected contractor. 

 

Activity Document for Submission Due Date 

A. Pre-test 1. Survey lnstrument  
2. Stimulus Materials  
3. Pre-Test Results  
4. Pre-Test Report 

Quarterly Monitoring Report 

B. Training 1. Survey lnstrument  
2. Stimulus Materials  
3. Training Manual  
4. Training Report 

Quarterly Monitoring Report 

C. Project 
Kickoff/Start-off 

1. Survey lnstrument  
2. Stimulus Materials  
3. Observation Report  
4. Clearing/Debriefing Report 

Quarterly Monitoring Report 

D. Project 
lmplementation 

1. Supervision/Observation 
Report  

2. Fieldwork Progress Report 

Quarterly Monitoring Report 

E. Back-checking 
and Spot-
checking 

1. Back-Checking and  
2. Spot Checking Report 

Quarterly Monitoring Report 

F. Data Processing 1. Spot Checking Report for 
Data Processing  

2. Data Quality Control 
Report 

Annual Accomplishment 
Report 

G. Analysis 1. Final Report Annual Accomplishment 
Report 

 

 The timeline for this survey should also be considered. 

 

Activities/Deliverables Timeline 

1. Inception meeting and discussion of sampling 
design, methodology, protocols, and work plan 

1 week 

2. Review, add questions specific for the GOCC 
(optional), format, and translate survey instrument  

1 week 

3. Pilot testing of survey instrument and feedback for 
possible revisions (optional if there are major 
additions) 

2 weeks 

4. Finalization of survey instrument 1 week 

5. Recruit, train, and submit list of final field team to 
be deployed 

1 week 
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6. Data collection set up (including production and 
preparation of fieldwork materials 

1 week 

7. Data collection proper 1-2 weeks 

8. Data cleaning and validation, and computation of 
descriptive statistics 

2 weeks 

9. Writing and submission of reports 2-3 weeks 

TOTAL 12-14 weeks 

 

The Final Report must be submitted not later than October 31, 2021. The Final Report 

must also contain the following: 

a. Data Gathering Methodology 

b. Percentage of Satisfied Customers using Top 2 Box (Very Satisfied and Satisfied) 

c. Averaging of the Overall Satisfaction Rating 

d. Comparison of Current Year Ratings versus Previous Year Ratings 

e. Crosstabs of the Reasons for Overall Satisfaction Rating against Type of Raters 

(Positive and Negative) to Determine Top Reasons for Satisfaction and Top 

Reasons for Dissatisfaction 

f. Derived importance by correlating the satisfaction levels of each attribute 

(independent variable) with the overall satisfaction rating (dependent variable) 

g. Plotting in a scatter diagram of derived importance score per attribute (coefficient 

percentage of each variable) against satisfaction score per attribute (either mean 

rating or percentage) 

 

VII. ACCEPTANCE CRITERIA / PERFORMANCE REQUIREMENT 

The deliverables will be evaluated according to the following criteria: 

• Thoroughness and timeliness of all the elements identified in the scope of work 

and tasks (and annexes), per the documented final agreement between the 

selected firm and client.  

• Quality and clarity of the analysis and work produced. More specifically, quality and 

clarity will be assessed against the following: 

o extent to which deliverables conform to the instructions and standards outlined 

in the scope of work and the relevant annexes, 

o quality and extent of communication between client and the selected contractor 

while the work was undertaken, 

o any other criteria agreed upon between the two parties at the start of the work 

period. 

 

VIII. SPECIFIC RESPONSIBILITIES FOR THE SELECTED CONTRACTOR 

The selected contractor will be responsible for the following: 

• designing, implementing, and managing the study 

• developing and pre-testing survey instruments before the field work 

• logistics arrangements and expenses, i.e., transportation, accommodation, 

allowances, communications, and stationery 

• recruiting, training, and supervising a suitable team of field workers, including 

interviewers and field supervisors 

• developing an appropriate database for data entry 
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• ensuring quality of field work/data collection and data entry 

• analyzing the data (including statistical analyses such as regressions and cross 

tabulations) 

• writing and presenting a report based on the results of the study 

 

IX. MANAGEMENT AND LOGISTICAL SUPPORT 

The selected contractor will report to the client on a monthly basis or as needed.  

 

Upon the award of the contract, a detailed timeline and reporting schedule will be 

determined between the contractor and client. 

 

X. FIRM QUALIFICATIONS 

The selected firm must be a professional market research center or firm with a track 

record of at least five (5) 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.  

 

XI. CONTRACT PAYMENT SCHEME 

The payment of the contract price will be made upon the client’s acceptance of the 

final report deliverable. 

 

XII. DATA PRIVACY ACT 

The service provider is subject to compliance with the requirement of the Data Privacy 

Act. LLFC will provide the contact list to be used in the systematic sampling. The 

contractor and its researchers and all their partners should sign a Non-Disclosure and 

Confidentiality Agreement before the commencement of the project.  

 







































































NOTICE TO ALL GCG STAKEHOLDERS 

SUBJECT : ADDITIONAL GUIDELINES IN THE CONDUCT OF THE CUSTOMER
SATISFACTION SURVEY (CSS) FOR 2020 IN THE GOCC SECTOR 

DATE : 14 AUGUST 2020 

In view of the circumstances brought about by the COVID-19 pandemic, and 
further considering the safety of the customers and the difficulties that may be 
encountered during this time relative to the conduct of the intercept or face-to-face 
methods of interview, the GCG hereby issues the following additional guidelines 
applicable for the conduct of the Customer Satisfaction Survey (CSS) for 2020:  

1. GOCCs required to observe seasonality (i.e. peak season and lean season)
in the conduct of the survey may otherwise opt to conduct the survey only
once, instead of the required bi-annual conduct of the CSS.

2. Where telephone interviews are among the methodologies identified for a
customer segment, GOCCs are strongly advised to elect to utilize such
methodology instead of the allowed alternative (i.e. face-to-face, intercept).

3. In cases where the GOCC has contact information on its customer segment
identified solely for intercept or face-to-face interview, it may proceed to
utilize the telephone interview methodology so as not to exclude such
customer segment as respondents in the CSS, subject to compliance with
the Data Privacy Act.

4. While the CSS Guidebook does not require the recording of telephone
interviews with the respondent, as well as submission of the same as an
attachment to the Final Report, the procedure undertaken to corroborate the
consistency and accuracy of the telephone interview must however be
detailed in the Back-Checking Report which the GOCCs are required to
submit as part of its Quarterly Monitoring Report. Through back-checking, a
project team member other than the original interviewer/enumerator shall re-
contact the respondent to check the quality and validity of the
interviews/outputs.

It shall be the task of the interviewer/enumerator to fill-out the questionnaires
in surveys conducted through telephone interview. Considering the mode
employed, the signature of the respondents shall be dispensed with.
Similarly, the Spot-Checking and Back-Checking Reports must detail that the
respondents are correctly identified and that their answers are accurately
reflected. In using telephone methodology, GOCCs are therefore reminded
that complete contact information of the possible respondents including
names and contact details should be provided to the researcher, subject to
ESOMAR codes and guidelines.
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5. Under Data Collection Instrument (Item V) in the CSS Guidebook, the actual
length of telephone interviews is limited to 15 minutes at the maximum, as
lengthy interviews often result in higher refusal and drop-out rates. The same
shall be determined during the pre-testing activity, and should the
questionnaire be longer than 15 minutes, the information coverage will be
reviewed and checked for prioritization of questions. However, please note
that questions under the main questionnaires are fixed and may not be
altered, modified or deleted.

6. GOCCs that proceed to survey their customers through the intercept or face-
to-face methods are enjoined to ensure that their respective survey providers
shall follow the health protocols (e.g. physical distancing, wearing of face
masks and face shields, hygiene practices, etc.) prescribed by the
Department of Health (DOH), Inter-Agency Task Force (IATF) for the
Management of Emerging Infectious Diseases, and other relevant bodies in
the conduct of the CSS.

7. The Enhanced Standard Methodology also allows the use of online survey
tool/platform or self-accomplishment of the survey questionnaires in the
following cases:

a. Limited budget for the GOCC to conduct personal interviews (i.e.
door-to-door, intercept, telephone, face-to-face);

b. Respondents are top executives/managers in which securing an
appointment is difficult; and

c. The only available means of communication is through email.

8. The Enhanced Standard Methodology does not allow the use of hybrid data
collection for the same customer segment; so GOCCs cannot use
methodologies other than what was initially chosen any time during the
duration of data collection.

9. For customer segments identified for intercept or face-to-face interview,
which cannot otherwise be subjected to other survey methods such as
telephone or online interviews, GOCCs may seek approval from the GCG for
exclusion of such customer segment in the conduct of the CSS for 2020.

10. For GOCCs whose operations have been adversely affected by the
pandemic, hence, also encountering significant decrease in the total number
of customers (population) during the year, such GOCCs may adjust the
minimum sample size, which shall be based on the adjusted projections of
the total population for 2020 (per customer segment), provided, that the
required confidence level and margin of error indicated in the Enhanced
Standard Methodology will be maintained.

11. The Enhanced Standard Methodology also allows the conduct of data
gathering/survey until January of the succeeding year, except for intercept
data gathering method, provided, that the Final Report and other supporting
documents are made available by March; and provided further, that
customers are informed that the scope of services being covered by the
survey are services rendered in 2020.
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12. GOCCs shall report the actions they have undertaken, or have opted to
undertake, for the conduct of the CSS for 2020 in their 3rd Quarter Monitoring
Report, to be submitted to the GCG and uploaded in the GOCC’s website
within thirty (30) calendar days from the close of the quarter.

For other queries and concerns, the GCG may be reached through e-mail at 
feedback@gcg.gov.ph.  

FOR INFORMATION AND GUIDANCE. 

SAMUEL G. DAGPIN, JR. 
Chairman 

MICHAEL P. CLORIBEL 
Commissioner 

MARITES C. DORAL 
Commissioner 

mailto:feedback@gcg.gov.ph


NOTICE TO ALL GCG STAKEHOLDERS 

SUBJECT : ADDITIONAL GUIDELINES IN THE CONDUCT OF THE CUSTOMER
SATISFACTION SURVEY (CSS) FOR 2021 IN THE GOCC SECTOR 

DATE : 26 FEBRUARY 2021 

Considering that the COVID-19 pandemic is still ongoing and is still causing 
uncertainties in the capacity of the GOCCs to fully comply with the requirements of the 
Enhanced Standard Methodology for the Conduct of the Customer Satisfaction 
Survey, the Governance Commission hereby EXTENDS the applicability of the 
previously issued Notice to All GCG Stakeholders dated 14 August 2020 with subject 
“Additional Guidelines in the Conduct of the Customer Satisfaction Survey (CSS) for 
2020 in the GOCC Sector” to the conduct of the CSS for 2021. 

For other queries and concerns, the GCG may be reached through e-mail at 
feedback@gcg.gov.ph.  

FOR INFORMATION AND GUIDANCE. 
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Dear Chairperson Borromeo and PCEO Leonor,

This is to formally transmit copies of the survey questionnaires for individual
(Borrowers) and business organizations (Borrowers and Lessees) customers of LBP-
LFC. As initially informed through our letter dated 24 September 20191, the Enhanced
Standard Methodology on the Conduct of Customer Satisfaction Survey, together with
these questionnaires, will be utilized starting 2020.

We take this opportunity to remind LBP-LFC to strictly adhere to the standard
guideline in the implementation of the annual customer satisfaction survey.
Modification or alteration of the transmitted questionnaires remains prohibited.
However, GOCCs may add questions specific to their products and services, as long
as the survey instrument remains in accordance with the guidelines prescribed.
Additional information on the conduct of the customer satisfaction survey can be found
in the GCG website at https://gcg.gov.ph/site/public-files/gcg1 525769934.pdf and
https://gcg. gov. ph/site/public_files/gcg 1 569382256.pdl.

FoR INFoRMATToN ANo Conrtputaruce or LBP-LFC.

Very truly yours,

, JR.

ICHA L
Co isspner
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1 Officially received by the LBP-LFC on 27 September 2019
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INTRODUCTION

As part of the government's initiative to deepen citizen particip

in the delivery of products and/or services, we are conducting

on the services of the LBP LEASTNG AND FINANCE CORPO

if you could spare a few minutes of your time to participate ir

the LBP-LFC improve its product and/or service delivery and

ation in government processes, particularly

this survey to gauge customer satisfaction
TRATION (LBP-LFC). We would appreciate

r our survey. Your insights will greatly help

meet your expectations to serve you better

in the future. Please be assured that all answers provided will be kept in strictest confidentiality.

Any information that is obtained in connection with this study and that can be identified with you will remain

confidentialand will be disclosed onlywith your permission. Byfilling outthe surveyform, you are giving

consent to the [RESEARCH AGENCY/GOCC] to process allthe provided inlormation. As the data subiect,

you have the right to access and ask for changing or deleting your personal data, which will be kept by

the [RESEARCH AGENCY/GOCC].

I am _from [RESEARCH AGENCY], a market research company. lwillbe your interviewer

for today

Scneeruen

S1. Are you or any of your close

family/relatives working with LBP-LFC?

52. Which of the following service/s did you

avail from LBP-LFC during this visit? [MAl

NOTE TO GOCC: List all possible seruices that may be

2

1 Close interviewYes

2 Proceed to 52No

1iSERVICE Al
2tsERVrcE Bl
3tsERVlcE Cl
4

Proceed to Ql
depending on
service availed

recifv)Others (pls. sf
99 Close interviewDid not avail c

of LBP-LFC
f the servicet

Customer Satisfaction Survey' Questionnaire Number

CODE ROUTE

CODE



Mruru QuesroruNAIRE

PART I. TRANSACTING WITH LBP-LFC

Q1. How long have you been availing

services from LBP-LFC?

NO. OF YEARS:
NO. OF MONTHS:

Q2. Thinking about all your

dealings/transactions with LBP-LFC last

ISPECIFY YEARI, in what ways did you

transact with them? /MAl

Q3. Where do you most often get

information about LBP-LFC and its
services? /SA/

PART II. OVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below while asking satisfaction/dissatisfaction

rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfied or dissatisfied are you with the service provided by LBP-LFC? Please use
this rating scale where 5 means very satisfied, 4 means satisfied, 3 means neither satisfied nor

dissatisfied, 2 means dissatisfied and 1 means very dissatisfied. How would you rate LBP-LFC on the

overall? /SA/

3

Less than a year 1

1 - 2 years 2
3 - 5 years 3
6 - 10 years 4
More than 10 years 5
Don't know/refused I

Office visit 1

Phone call 2
Maildelivery 3
Send text / SMS messaqe 4
Online

Visit website 5

Send emai 6
Chat using apps (e.9. Viber, WhatsApp,
Line, Facebook messenqer, Skvpe, etc.)

7

Connected to their social media accounts
(e.9. Facebook, Twitter, Linkedln,
lnstaqram, etc.)

8

Others, pls. r pecify I

lnformation desk 1

Website 2

Phone/Hotline 3

Social media (Specify ) 4

Conferences 5

Text/SMS 6

Bulletins 7

Others (Specify ) B

Customer Satisfaction Survey . Questionnaire Number

CODE

CODE



Overall
Satisraction
Rating

5 4 3 2 1

Q5. Why do you say that you are [RESPONSE in Q4l with LBP-LFC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY, PROBE UNTIL RESPONDENT SAYS NONE

NOTE TO INTERVIEWEB: For Q6, present showcard below while asking level of agreement questions.

Do not include N/A in the showcard.

Q6. Now, we will talk about the different aspects of LBP-LFC's services. Using this rating scale where

5 means strongly agree,4 means agree,3 means neither agree nor disagree,2 means disagree and 1

means stronqly disagree, please let us know how much you agree or disagree with the statements that

I am going to read out. Let's start with... [READ OUT ATTRIBUTESI. ISA per attribute]

NOTE TO INTERVIEWEB: Read aftributes one at a time and wait for the respondent's answer. Do

not leave any blanks. lf the attibute is not applicable or the respondent says "Don't Know" even after

probing, mark as N/4.

4

3 'I5 4

Staff
LBP-LFC's staff

1 995 4 3treats customers with respect

1 995 4 3
strictly and lairly implements the policies,
rules and regulations (e.9. no
discrimination, no "palakasan" system)

2 1 994 3Are knowledgeable and competent or

Customer Satisfaction Survey' Questionnaire Numbet

NEITHER
SATISFIED

NORSHOWCARD
VERY

SATISFIED
SATISFIED DISSATISFIED

VERY
DISSATISFIED

I orssarrsrreo
I

PART III. EXECUTION OF SERVICE

STRONGLY
AGREE

AGREE NEITHER AGHEE
NOR DISAGREE

DISAGREE
STBONGLY
DISAGREE

2

I

A I Neither I D SD N/ASA
tt

2

2



skilled in delivering the needed services

5 4 3 2 1 99

provides clear and sufficient inlormation
(i.e., solutions to problems, answers to
inquiries, and information on products
and services)

3 2 1 99addresses queries/concerns in a prompt
manner

5 4

995 4 3 2 1
demonstrates willingness to assist
customers

3 2
,l 99is easy to contact 5 4

1 995 4 J 2delivers services within prescribed
timeframe

5 4 3 2 1 99appears neat, well-dressed, and
professional

3 2 1 995 4conveys trust and confidence

Loans

4 3 2 1 99Documentary requirements are properly
disseminated

5

2 1 995 4 3Process for applying for loans is simple
and easy

1 995 4 3 2Application process is better than with
other lending institutions

3 2 1 995 4Documentary requirements are
reasonable

995 4 3 2 1

Loan applications are
processed/completed within a
reasonable amount of time

2 1 995 4Loan terms and conditions (e.9.,
payment terms) are clear and reasonable

2 1 995 4lnterest rates are competitive

994 3 2 15
Documents issued are free from defects
or typographical errors

994 3 2 15Payments are easy to make

lnformation and Communication
lnformation from LBP-LFC is...

994 3 2 15easy to obtain

1 995 4 3 2clear and relevant

lnformation and Communication (Website)
LBP-LFC's website...

5Customer Satisfaction Su ruey' Qu estionnaire Nu mber

SA A Neither D SD N/A

3



5 4 3 2 1 99
is accessible (e.9., no downtime, loads
easily)

3 2 1 99is user-friendly and easy to navigate 5 4

1 99contains the information needed 5 4 3 2

99
is useful and reliable when doing desired
transaction

5 4 3 2 't

5 4 3 2 1 99ls secured

Complaints Handlinq and Records Keepinq

995 4 3 2 1
Filing of complaints is easy and
systematic

3 2 1 99
Complaints are resolved within
prescribed timeframe 5 4

5 4 3 2 1 99
Resolutions to complaints are
satisf actory/acceptab I e

995 4 3 2 1Files/records are accurate and updated

Facilities

5 4 3 2 'l 99Utilizes up-to-date and modern
procedures, facilities, and resources

3 2 1 99
Signages are visible and readable (e.9.
Citizen's Charter, steps and procedures,
directional signages)

5 4

3 2 1 99Officeibranch is accessible to customers 5 4

1 995 4 3 2Office premises are clean, orderly and
well-maintained

1 995 4 3 2Office premises are well-ventilated and
have good lighting

995 4 3 2 1
Office premises are safe and secure
(e.9., with security guard)

4 3 2 1 99Office has separate lane for senior
citizens, PWDs, pregnant women

5

4 3 2 1Seating is adequate and comfortable 5

Q7. What are your suggestions for the improvement of LBP-LFC's services? What else? Anything else?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTTL RESPONDENT SAYS NONE'

Cu stomer Satisfaction Survey' Question n aire N u mber o

SA A Neither D SD N/A

99



Socro Denaocnapn Pnortt.e

GENDER Male 1 Female ) NATIONALITY

1 Separated

2 Widow/
WidowerCIVIL STATUS

Single

Married

l

I

woRt
Workir

Studyi

Workir

Not wc

:ING STATUS
g

rg

g/Studying

rkinginot studying

1

2

3

4

36-40 4

41-45 5

46-50 6

51 -55 7

1

2

3

56-60 I
6't - 65 10

Above 65 1 1

1B-25
26-30
3'1 - 3s

IF NG: OCCUPATION

ACT DETAILSCONT

Landlir re:

Cellph )ne:

E-mail

Office andline:10

o

7

B

9

Other :ontact info:

EDUCATIONAL ATTAINM ENT

No formal education 1 Some vocational

Some elementary 2 Completed vocational

Completed elementary 3 Some college

Some high school 4 Completed college

Completed high school 5 Post graduate

Supervisor's Signaturelnterview :rs'Signatur 6

I declare that this interview has been

carried out strictly in accordance with your

specification and has been conducted

within the ESOMAR Code of Conduct
with a person unknown to me.

7Customer Satisfaction Survey' Questionnaire Number

RESPONDENT AGE GROUP Actua|
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INTRODUCTION

As part of the government's initiative to deepen citizen partici in government processes, particularly

in the delivery of products and/or services, we are this survey to gauge customer satisfaction

on the services of the LBP LEASING AND FINANCE (LBP-LFC). We would appreciate

if you could spare a few minutes of your time to participate i our survey. Your insights will greatly help

the LBP-LFC improve its product and/or service delivery and meet your expectations to serve you better

in the future. Please be assured that all answers provided wil be kept in strictest confidentiality

Any information that is obtained in connection with this study and that can be identified with you will remain

confidential and will be disclosed only with your permission.

consent to the [RESEARCH AGENCY/GOCC] to process all

filling out the survey form, you are giving

e provided information. As the data subject,

you have the right to access and ask for changing or deletin your personal data, which will be kept by

the [RESEARCH AGENCY/GOCC]

lam from [RESEARCH AGENCYJ, a research company. I will be your

interviewer for today

ScReeruen

S1. Are you or any of your close

family/relatives working with LBP-LFC?

52. Which of the following service/s did you

availfrom LBP-LFC in [SPECIFY YEAR]?

What else? Anything else? [MA]

NOTE TO GOCC: List allpossible seruices that may be

53. How would you describe your role in

your company when it comes to dealing with
LBP-LFC?

2

Yes 1 Close interview

2 Proceed to 52No

TSERVICE AI 1

2tsERVlcE Bl

TSERVICE CI 3
ecifu) 4

Proceed to 53

Others (pls. sl
f the services

lsPEcrFY
99

Close interview
Did not avail c

of LBP-LFC in

YEAR]

lamthe(
decision-makt
companv

wner/primary
r in the 1 Proceed to Ql

Proceed to Q1
I am the primr

charge of
transactinq wi

rry person-in-
dealing I

h LBP-LFC
2

I do not havr
involvement v
to dealing / tr€
LBP-LFC

) any say or
hen it comes
nsacting with

3 ASK FOR THE
ELIGIBLE

RESPONDENT
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Marru QuesroNNAtRE

PART !. TRANSACTING WITH LBP.LFC

Q1. How long have you been availing

services from LBP-LFC?

NO. OF YEARS:
NO. OF MONTHS:

Q2. Thinking about all your

dealings/transactions with LBP-LFC last

ISPECIFY YEARI, in what ways did you

transact with them? [MAl

Q3. Where do you most often get

information about LBP-LFC and its

services? /SA/

PART II. OVERALL SATISFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below while asking satisfaction/dissatisfaction
rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfied or dissatisfied are you with the service provided by LBP-LFC? Please use
this rating scale where 5 means very satisfied, 4 means satisfied, 3 means neither satisfied nor

dissatisfied, 2 means dissatisfied and 1 means very dissatisfied. How would you rate LBP-LFC on the
overall? [SA]

3

Less than a year 1

1 - 2 years 2
3 - 5 years 3
6 - 10 years 4
More than 10 years 5
Don't know/refused I

Office visit 1

Phone call 2
Mail delivery 3
Send text / SMS messaqe 4
Online

Visit website 5
Send email 6
Chat using apps (e.9. Viber, WhatsApp,
Line, Facebook messenger, Skype, etc.)

7

Connected to their social media accounts
(e.9. Facebook, Twitter, Linkedln,
lnstaqram, etc.)

8

Others, pls. specify I

lnformation desk 1

Website 2

Phone/Hotline 3

Social media (Specify ) 4

Conferences 5

Text/SMS 6

Bulletins 7

Others (Specify ) B

Customer Satisfaction Suruey . Questionnaire Number

CODE

CODE

I cooe



Overall
Satisfaction
Rating

5 4 3 2 1

Q5. Why do you say that you are [BESPONSE in 04] with LBP-LFC? What etse? Any other reasons?

NOTE TO INTEBVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PABT III. EXECUT ION OF SERVICE

NOTE TO INTERVIEWER: For Q6, present showcard below while asking level of agreement questions

Do not include N/A in the showcard.

Q6. Now, we will talk about the different aspects of LBP-LFC'S services. Using this rating scale where

5 means strongly agree, 4 means agree, 3 means neither agree nor disagree, 2 means disagree and 1

means strongly disagree, please let us know how much you agree or disagree with the statements that
I am going to read out. Let's start with.. . [READ OUT ATTRIBUTES]. ISA per attribute]

NOTE TO INTERVIEWEB: Read aftributes one at a time and wait for the respondent's answer. Do not
leave any blanks. lf the attribute is not applicable or the respondent says "Don't Know" even after
probing, mark as N/A.

4

Statf
LBP-LFC's staff

treats customers with respect 5 4 3 1 99

strictly and tairly implements the policies,
rules and regulations (e.9. no
discrimination, no "palakasan" system)

5 4 2 1 99

Customet Satisfaction Survey . Questionnaire Number

VERY
SATISFIED

NEITHER
SATISFIED

NOH
DISSATISFIED

VERY
DISSATISFIED

SHOWCARD SATISFIED DISSATISFIEO

STRONGLY
AGREE

AGREE
I rerrnen lcnee
I Hon orsacnee DISAGREE

STRONGLY
DISAGREE

I

5 4 3 2 1

SA I A lNeither I D sD I ull

2



are knowledgeable and competent or
skilled in delivering the needed services 5 4 3 2 1

provides clear and sufficient information
(i.e., solutions to problems, answers to
inquiries, and information on products
and services)

5 4 3 2 1 99

addresses queries/concerns in a prompt
manner 5 4 3 2 1 99

demonstrates willingness to assist
customers 5 4 3 2 1 99

is easy to contact q 4 3 2 1 99

delivers services within prescribed
timeframe 5 4 3 2 1

appears neat, well-dressed, and
professional 5 4 3 2 1 99

conveys trust and confidence 5 4 3 2 1 99

Loans

Documentary requirements are properly
disseminated 5 4 3 2 1 99

Process for applying for loans is simple
and easy 5 4 3 2 1 99

Application process is better than with
other lending institutions 5 4 3 2 1 99

Documentary requirements are
reasonable

tr 4 J 2 1 99

Loan applications are
processed/completed within a
reasonable amount of time

5 4 3 2 1 99

Loan terms and conditions (e.9.,
payment terms) are clear and reasonable

5 4 3 2 1 99

lnterest rates are competitive 5 4 3 2 'l 99

Documents issued are free from defects
or typographical errors

5 4 3 2 1 99

Payments are easy to make 5 4 3 2 1 99

lnformation and Communication
lnformation from LBP-LFC is...

easy to obtain 5 4 3 2 1 99

clear and relevant 5 4 3 2 1 99

lnformation and Communication Mebsite)
LBP-LFC's website...

5Customer Satisfaction Suruey . Questionnaire Number
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99

99



is accessible (e.9., no downtime, loads
easily) 5 4 3 2 1 99

is user-friendly and easy to navigate 5 4 3 2 1 99

contains the information needed 5 4 3 2 ,l
99

is useful and reliable when doing desired
transaction 5 4 3 2 1 99

is secured 5 4 3 2 1 99

Complaints Handlinq and Records Keeoinq

Filing of complaints is easy and
systematic 5 4 3 2 1 99

Complaints are resolved within
prescribed timeframe 5 4 3 2 1 99

Resolutions to complaints are
satisfactory/acceptab I e

5 4 3 2 1 99

Files/records are accurate and updated 5 4 3 2 1 99

Facilities

Utilizes upto-date and modern
procedures, facilities, and resources 5 4 3 2 1 99

Signages are visible and readable (e.9.
Citizen's Charter, steps and procedures,
directional signages)

5 4 3 2 1 99

Office/branch is accessible and
convenient to customers 5 4 3 2 1 99

Office premises are clean, orderly and
well-maintained 5 4 3 2 1 99

Office premises are well-ventilated and
have good lighting 5 4 3 2 1 99

Office premises are safe and secure
(e.9., with security guard) 5 4 3 2 1 99

Seating is adequate and comfortable 5 4 3 2 1 99

Q7. What are your suggestions for the improvement of LBP-LFC's services? What else? Anything else?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

6Customer Satisfaction Suruey . Questionnaire Number
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Socro Denaocnapn Pnonle

NAME OF ORGANIZATION co ADDRESS OF ORGANIZATION
YEAR ORGANIZATION ESTABLISHED :

NUMBER OF EMPLOYEES ActUaI
1 to 99 (Micro / Smatt) 1

100 to 199 (Medium) 2

200 and up (Enterprise) 3

TYF

Forr

Don

ASS

Micr

Mec

Entr

IE OF OWNERSHIP

lign 'l

restic 2

1

2

3

o / Small (P 5,000,000 or less)

rprise (P1 ,000,001 and above)

(sHowcARD)

ium (P15 ,001 - P100,000,000)

iET VALUES

POSITION !N THE ORGANIZATION
ACTUAL POSITION:

DEPARTMENT:
YEI
ACT

Owner / Head of the office or association 1 Less than a year 1 16 - 20 years 6

Manager/Keeper/Supervisor 2 l-z years 2 21 - 25 years 7

Operations Staff 3 .78 years 3 More than 25 years 8

Admin Staff 4 6-1 0 years 4 Don't know/refused I
Others, pls. specify 5 11- 15 years 5

Don't know/refused I

Landline: I alone decide for the organization 1

Cellphone:

E-mail:

lsh
m g process

with som
the organization

else the decision-
2

Office landline

Other contact info:

when it comes to the
for the organization

ldo have any
aking 3

I declare that this interview has been
carried out strictly in accordance with your
specification and has been conducted
within the ESOMAR Code of Conduct
with a person unknown to me. Supervisor's Signature

7Customer Satisfaction Suruey . Questionnaire Number

CONTACT DETAILS DECISION.MAKING ROLE !N THE
ORGANIZATION

I nterviewers' Signature



Cusrouen SmsrAcloN Sunvey
LBP Leasrruc aruo Frr.rRNcrNG conponaron (LBp-LFc)

Busrruess OncauzATtoNS: Lessees

QUESTIONNAIRE

NUMBER

BESPONDENT INFO N

Respondent Name Time Start (in 24:00)

Respondent Address Time End (in 24:00)

Respondent Phone

Number (House)
Respondent Phone

Number (Mobile)

INTERVIEWER INFO

Interviewer Name Date of lnterview

lnterviewer lD Time of lnterview

QUALIry CONTROL CHECKS VALIDATIONS

WitnessedAr'alidated by Edited by

Witnessl/alidation Date: Date of Editing

Signature Signature

Quality Checked by Data Punched by

Quality Check Date Data Punch Date

Signature Signature

Observed by Clcared by

Observation Date Clearing Date

Signature Signature

Back-checked by

Backcheck Date

Signature

Customer Satisfaction Survey . Questionnaire Number
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t
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INTRODUCTION

As part of the government's initiative to deepen citizen partici in government processes, particularly

in the delivery of products and/or services, we are condu this survey to gauge customer satisfaction

on the services of the LBP LEASING AND FINANCE TION (LBP-LFC). We would appreciate

if you could spare a few minutes of your time to participate our survey. Your insights will greatly help

the LBP-LFC improve its product and/or service delivery and meet your expectations to serve you better

in the future. Please be assured that all answers provided will be kept in strictest confidentiality.

Any information that is obtained in connection with this study and that can be identified with you will remain

confidential and will be disclosed only with your permission.

consentto the [RESEARCH AGENCY/GOCC]to process all

you have the right to access and ask for changing or deleti

the [RESEARCH AGENCY/GOCC].

filling out the survey form, you are giving

e provided information. As the data subject,

your personal data, which will be kept by

lam from [RESEARCH AGENCY], a research company. I will be your

interviewer for today

ScReeruen

S1. Are you or any of your close

family/relatives working with LBP-LFC?

52. Which of the following service/s did you

availfrom LBP-LFC in [SPECIFY YEAR]?

What else? Anything else? [MA]

NOTE TO GOCC: List all possible seruices that may be

53. How would you describe your role in

your company when it comes to dealing with
LBP.LFC?

2

1 Close interviewYes

No 2 Proceed to 52

1ISERVICE AI
2TSERVICE B]
3TSERVICE CI

ecifu) 4

Proceed to 53

Others (pls. sf

Close interview
Did not avail o

of LBP-LFC in
YEARI

f the services

ISPECTFY

99

1 Proceed to Ql
lamthec
decision-make
companv

wner/primary
inr the

ry person-in-
dealing I

h LBP-LFC
2 Proceed to Ql

I am the primz
charge of
transactinq wil

3 ASK FOR THE
ELIGIBLE

RESPONDENT

I do not havt
involvement w

to dealing / tra
LBP-LFC

r any Say or
hen it comes
nsacting with

Customer Satisfaction Survey' Questionnaire Number
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Marru QuesloNNAtRE

PART I. TRANSACTING WITH LBP.LFC

Q1. How long have you been availing
services from LBP-LFC?

NO. OF YEARS:
NO. OF MONTHS:

Q2. Thinking about ail your

dealings/transactions with LBP-LFC last

ISPECIFY YEARI, in what ways did you

transact with them? [MA]

Q3. Where do you most often get

information about LBP-LFC and its
services? [SA/

PART II. OVERALL SATTSFACTION

NOTE TO INTERVIEWER: For Q4, present showcard below white asking satisfaction/dissatisfaction
rating questions. Do not include N/A in the showcard.

Q4. Overall, how satisfied or dissatisfied are you with the service provided by LBP-LFC? Please use
this rating scale where 5 means very satisfied, 4 means satisfied, 3 means neither satisfied nor
dissatisfied, 2 means dissatisfied and 1 means very dissatisfied. How would you rate LBP-LFC on the
overall? /SA/

3

Less than a year 1

1 - 2 years 2
3 - 5 years 3
6 - '10 vears 4
More than 10 years 5
Don't know/refused 9

Office visit 1

Phone call 2
Maildelivery 3
Send text / SMS message 4
Online

Visit website 5
Send email 6
Chat using apps (e.9. Viber, WhatsApp,
Line, Facebook messenqer, Skype, etc.)

7

Connected to their social media accounts
(e.9. Facebook, Twitter, Linkedln,
lnstagram, etc.)

8

Others, pls. specify I

lnformation desk 1

Website 2

Phone/Hotline 3

Social media (Specify ) 4

Conferences 5

Text/SMS 6

Bulletins 7

Others (Specify ) B

Customer Satisfaction Survey . Questionnaire Number

CODE

CODE

CODE



Overall
Satisfaction
Rating

5 4 3 2 1

05. Why do you say that you are [RESPONSE in Q4] with LBP-LFC? What else? Any other reasons?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

PART III. EXECUTION OF SERVICE

NOTE TO INTEBVIEWER: For Q6, present showcard below while asking level of agreement questions

Do not include N/A in the showcard.

06. Now, we will talk about the different aspects of LBP-LFC'S services. Using this rating scale where

5 means strongly agree, 4 means agree, 3 means neither agree nor disagree, 2 means disagree and 1

means strongly disagree, please let us know how much you agree or disagree with the statements that
I am going to read out. Let's start with... [READ OUT ATTRIBUTES]. [SA per attribute]

4

5 4 3 2 1

Staff
LBP-LFC's statf

4 3 2 ,1 99treats customers with respect

5 4 3 2 1 99
strictly and fairly implements the policies,
rules and regulations (e.9. no
discrimination, no "palakasan" system)

Customer Satisfaction Survey' Auestionnaire Number

SHOWCARD
I VERY

I 

srrrsrreo I SATISFIED

NEITHER
SATISFIED

NOB
DISSATISFIED

DISSATISFIED
L.""
I orssarrsrreo

NOTE TO INTERVIEWER: Read aftributes one at a time and wait for the respondent's answer. Do not

leave any blanks. lf the attribute is not applicable or the respondent says "Don't Know" even after
probing, mark as N/A.

STRONGLY
AGREE

AGREE
I NEITHER AGREE

I Hon orsacnee
DISAGREE

STRONGLY

DISAGREE

SA A 
I 

Neithel D lsD lnla



are knowledgeable and competent or
skilled in delivering the needed services

5 4 3 2 1 99

provides clear and sufficient information
(i.e., solutions to problems, answers to
inquiries, and information on products
and services)

5 4 3 2 1 99

addresses queries/concerns in a prompt
manner 5 4 3 2 1 99

demonstrates willingness to assist
customers 5 4 3 2 1 99

is easy to contact 5 4 3 Z 1 99

delivers services within prescribed
timeframe

tr 4 3 2 1 99

appears neat, well-dressed, and
professional 5 4 3 2 1 99

conveys trust and confidence 5 4 3 2 1 99

Lease

Documentary requirements are properly
disseminated

tr 4 3 2 1 99

Process for applying for lease is simple
and easy

5 4 3 2 1

Application process is better than with
other lending institutions

5 4 3 2 1 99

Documentary requirements are
reasonable 5 4 3 12 99

Applications are processed/completed
within a reasonable amount of time 5 4 3 2 1 99

Terms and conditions (e.9., payment
terms) are clear and reasonable

5 4 3 2 1 99

lnterest rates are competitive 5 4 3 2 1 99

Documents issued are free from defects
or typographical errors

5 4 3 Z 1 99

Payments are easy to make 5 4 3 2 1 99

lnformation and Communication
lnformation from LBP-LFC is...

easy to obtain 5 3 2 1 99

clear and relevant 5 4 3 2 1 99

lnformation and Communication (Website)
LBP-LFC's website...

Cu stomer Satisfaction Su rvey' Qu estionnaire N u mber 5

SA
I

A Neither D SD N/A

99
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is accessible (e.9., no downtime, loads
easily) 5 4 .) 2 1 99

is user-friendly and easy to navigate 5 4 3 2 1 99

contains the information needed 5 4 3 2 1 99

is useful and reliable when doing desired
transaction 5 4 3 2 1 99

is secured 5 4 3 2 1

Complaints Handlinq and Records Keepinq

Filing of complaints is easy and
systematic 5 4 3 2 1 99

Complaints are resolved within
prescribed timeframe 5 4 3 2 1 99

Resolutions to complaints are
satisf actory/acceptable 5 4 3 2 1 99

Filesirecords are accurate and updated 5 4 3 2 't 99

Facilities

Utilizes up-to-date and modern
procedures, facilities, and resources 5 4 3 2 1 99

Signages are visible and readable (e.9.
Citizen's Charter, steps and procedures,
directional signages)

5 4 3 2 1 99

Office/branch is accessible and
convenient to customers

5 4 3 2 1 99

Office premises are clean, orderly and
well-maintained 5 4 3 2 1 99

Office premises are well-ventilated and
have good lighting 5 4 3 2 1 99

Office premises are safe and secure
(e.9., with security guard) 5 4 3 2 1 99

Seating is adequate and comfortable 5 4 3 2 1 99

Q7. What are your suggestions for the improvement of LBP-LFC's services? What else? Anything else?

NOTE TO INTERVIEWER: ASK SPONTANEOUSLY. PROBE UNTIL RESPONDENT SAYS NONE.

Cu stomer Satisfaction Su ruey . Qu estionnai re Nu mbe r 6

SA A Neither D SD NIA
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Socro DeuocRapntc ROFILE

NAME OF ORGANIZATION coM PLETE ADDRESS OF ORGANIZATION

YEAR ORGANIZATION ESTABLTSHED:

NUMBER OF EMPLOYEES Actual
1 to 99 (Micro / Small) 1

100 to 199 (Medium) 2

200 and up (Enterprise) 3

TYPE OF OWNERSHIP

Foreign 1

Domestic 2

(P1 00,000,001 and above)

1

2

3

(P15,000,000

,000,001 - P1

Mi

E

Small or less)

(P15 00,000,000)

VALUES (SHOWCARD)

Med

POSITION IN THE ORGANIZATION

ACTUAL POSITION:

DEPARTMENT:
YEAF

ACTL
S IN THE ORGANIZATION

AL NO. OF YEARS:

Owner / Head of the office or association 1 Less 1
'lan a year 1 16 - 20 years b

M an a g e r/Kee per/Su pe rviso r 2 1-2 /ears 2 21 - 25 years 7

Operations Staff J 3-5r fears 3 More than 25 years 8

Admin Staff 4 6-10 years 4 Don't knoMrefused I
Others, pls. specify 5 1 1 1 5 years 5

Don't know/refused I

Landline I alone decide for the organization 1

Cellphone:

E-mail

I share
makinr

with someone else the decision-
I process for the organization 2

Office landline:

Other contact info:

ldonc
decisic

t have any say when it comes to the
n-making process for the organization 3

I declare that this interview has been

carried out strictly in accordance with your

specification and has been conducted

within the ESOMAR Code of Gonduct
with a person unknown to me. lnterviewers Signature Supervisor's Signature

7Cu stomer Satisfaction Su ruey . Qu estionnaire N u mber

CONTACT DETAILS DECISION.MAKING ROLE tN THE
OHGANIZATION




