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The National Wages and Productivity Commission (NWPC) is the key policy-
making body on wages, incomes, and productivity, mandated under Republic
Act No. 6727 or the “Wage Rationalization Act of 1989" and Republic Act No.
6971 or the “Productivity Incentives Act of 1990” to:

= Determine minimum wages at the regional, provindal, and/or industry

levels; and
* Promote productivity improvement and gainsharing schemes, particularly
among micro, small, and medium enterprises (MSMEs).

NWPC formulates policies and guidelines on wages, incomes, and produ ctivity
and exercises technical and administrative supervision over the RTWPBs.

" ion:
Justly remunerated and productive Filipino workforce in globally competitive
enterprises.

ion:

> Set minimum wage that protects vulnerable workers from undue low pay;
and,
» Promote productivity improvement and incentive schemes among MSMEs.

“ervic |

We, the officers and staff of the NWPC and the Regiona Tripartite Wages and
Productivity Boards (RTWPB), commit to provide quality service through
prompt, polite, and adequate manner, in attending to the needs of our clients
on wage and productivity-related matters.



Il. Executive Summary

This report represents the results of the Client Satisfaction Measurement (CSM) for
enrolled services under the NWPC Citizens’ Charter from January to December 2025.

Data were collected both through physical and online Client Satisfaction Feedback
(CSF) Fomm, in compliance with Anti-Red Tape Authority (ARTA) requirements. Out of
the 12,844 rated transactions, 12,600 were for external services and 244 were for
internal services availed. Key findings are as follows:

Cumulative Findings on the Citizens’ Charter

In terms of awareness of the Citizens’ Charter, 56% of respondents are aware that
the services they availed are included in the document. Meanwhile, 54% find it easy to
read/see, and 59% find it helpful in their transactions.

““Sid_e’?‘_i"“ l SE0re I Meaning & 2=
Awareness of Citizens' Charter 56% | know what a CC is and | read/see
this as at the office
Impression of Citizens’ Charter 54% {The CC is ...} Easy to read/see
Relevance of Citizen's Charter 59% {The CC is ...} Helpful very much

Cumulative Service Quality Dimensions Ratings

Out of 12,909 clients, 99.49% (12,844 respondents) provided the following
cumulative ratings across the nine (9) Service Quality Dimensions (SQD):

" Service Quality Dimensions S| ‘Cumulative Rating =~

e ¥ | (using 5-point likert scale)
0) Overall Satisfaction 4.650
1) Responsiveness 4.657
2) Reliability 4.657
3) Access and Facilities 4.659
4) Communication 4.665
5) Costs N/A*
6) Integrity 4.659
7) Assurance 4.657
8) Outcome 4.658

*NOTE: Most respondents rated the Cost dimension as “N/A,” as most
services are free of charge, except for face-to-face Learning Sessions.

SQD Ratings for External Services
A total of 12,600 respondents (98.1% response rate) provided ratings for four (4) of

the six (6) external services. The table below presents the Overall Satisfaction score
(SQDO) and the overall score (SQD1-8).

""Score (SQDT |

Services | Raters | Score (SQD0) | 28

s Walk-In Queries / IEC Materials 1,939
s Leaming Sessions 4,044 4.52 4.57
e Productivity Training 6,587 4.66 4.65
e Approval of Part Fixed, Part Performance-Based 30 4.83 4.90
Compensation
Ratings for EXTERNAL Services 12,600 4.6457 4.6543




Please note that, for the period under review, no clients availed of two (2) of the six
(6) enrolled external services, namely Application for Exemption from Wage Orders, for
which applications were received and handled by the Regional Boards, and Online
Submission of Annual Establishment Report on Wages, which was transferred to the
Department of Labor and Employment (DOLE) Online Compliance Portal in CY 2025,
limiting the NWPC's ability to collect client feedback.

SQD Ratings for Internal Services

244 respondents (1.9% response rate) provided ratings for three (3) of the five (5)
internal services. The table below presents the Overall Satisfaction score (SQDO) and
the overall score (SQD1-8).

e e ~[Reters [ SG00) T
o F|I|ng of Appllcatlon for Leave 215 4.90 4.90
o Authority to Travel Abroad on Personal 6 5 4.92
Capacity
¢ Service Record (Current Employee) 23 4.82 4.94
Ratings for INTERNAL Services 244 4.9016 4.9075

For internal services, 46 transactions were recorded for Response to Job
Applications; however, no feedback was received. No availers were reported for Service
Record (Former Employees).

lll. Scope and Methodology

NWPC and RTWPBs administered the surveys for its various services in the Citizens’
Charter at the Central Office and 16 Regional Boards from January to December 2025.

The services NWPC and RTWPBSs surveyed are for the following:

'Number of || Number of
H‘UI ’Jf- ]_F{ J'I; 1 1S &;5:3? :
% CHIE —Rw 2 D \; ipie
e SR __Table Calc))
External Services
¢ Walk-In Queries / IEC Materials 1,939 1,939 100% 321
¢ Learning Sessions 4,044 4,044 100% 351
e Productivity Training 6,607 6,587 99% 363
¢ Approval of Part Fixed, Part 30 30 100% 28
Performance-Based
Compensation Scheme in the
Public Bus Transport Industry
e Application for Exemption from none none n/a n/a
Wage Order
¢ Online Submission of Annual none none n/a n/a

Establishment Report on




Subtotal for External 12,620 12600 | 99% | 1,063
Internal Services
¢ Response to Job Applications 46 0 0% n/a
¢ Filing of Application for Leave 215 215 100% 138
e Authority to Travel Abroad on 6 6 100% 6
Personal Capacity
e Service Record (Current 23 23 100% 22
Employee)
e Service Record (Former none none n/a n/a
Employee)
Subtotal for Internal 289 244 84% 166
OVERALL TOTAL 12,909 12,844 99% 1,229

For 2025, a total of 12,844 respondents (12,600 for external and 244 for internal
services) participated in the survey out of a total population of 12,809, with overall
response rate of 99.49%. The response rate was 99% for external services and 84% for
internal services.

Using the ARTA sampling calculator, the required sample size was 1,063 (8.42%
response rate) for external services and 166 (57.44% response rate) for internal services,
based on a 95% confidence level and a 5% margin of error.

Methodology

The survey was administered at the end of every transaction. Physical clients were
provided with the CSF Form, either in hard copy or digital format, which they submitted
upon completion of the service to the designated focal person or through a drop box
located near the office exit. For online training, participants were provided with a survey
link to be accomplished prior to the issuance of their training certificate.

The survey used a 5-point Likert scale where a simple average is used to get the
overall score for the rated service. The interpretation of the results is as follows:

..... clival Ratit Percentile Range.
5 Excellent 100%
4 Very Satisfied 4.00 to 4.99 90% to 99.99%
3 Satisfied 3.00 to 3.99 80% to 89.99%
2 Dissatisfied 2.00 to 2.99 70% to 79.99%
1 Very Dissatisfied 1.00 to 1.99 60% to 69.99%

The results are summarized through the tables that are to be presented in the
succeeding chapter of the report. Note that the demographic data used the total
population, reflecting all the responses received after completing the availed service,
while the survey results is slightly higher than the required sample, in view of the note
from ARTA that agencies are encouraged to go beyond the minimum number of
respondents based on the computation using the sample calculator by ARTA.




IV. Results

A. Response Rates per Service. The table below presents the response rates across
different services offered by NWPC and RTWPBs, categorized into external and
internal services. It details the number of transactions, responses received, and
corresponding response rates to assess client engagement with the survey.

I Numberof | Numberof | Response Rate
. Transactions | Responses (%o)ie SR
External Services
o Walk-In Queries / IEC Materials 1,939 1,939 100%
e Learning Sessions 4,044 4,044 100%
e Productivity Training 6,607 6,587 99%
¢ Approval of Part Fixed, Part 30 30 100%
Performance-Based Compensation
Scheme in the Public Bus Transport
Industry
e Application for Exemption from none none n/a
Wage Order '
e Online Submission of Annual none none n/a
Establishment Report on Wages
Subtotal for External 12,620 12,600 99%
Internal Services
e Response to Job Applications 46 none nfa
e Filing of Application for Leave 215 215 100%
o Authority to Travel Abroad on 6 6 100%
Personal Capacity
o Service Record (Current Employee) 23 23 100%
e Service Record (Former Employee) none none n/a
Subtotal for Internal 290 244 84%
OVERALL TOTAL 12,890 12,844 99.64%

The response rate per service shows that 12,600 out of 12,620 who availed
external services responded to the survey, reflecting a 99.84% response rate.
Meanwhile, 244 out of 290 who availed internal services participated in the survey,
achieving a 84.14% response rate. Overall, the combined response rate for both
external and internal services is 99.64%, with 12,844 responses out of 12,890 total
transactions.

For external services, no responses were received for Application for Exemption from
Wage Orders, for which applications were received and handled by the Regional
Boards, and Online Submission of Annual Establishment Report on Wages, which
was transferred to the Department of Labor and Employment (DOLE) Online
Compliance Portal in CY 2025, limiting the NWPC’s ability to collect client feedback.

For internal services, 46 transactions were recorded for Response fto Job
Applications; however, no accomplished CSF forms were received, as submission
remains voluntary. Likewise, no availers were reported by both the NWPC Central
Office (CO) and the RTWPBs for Service Record (Former Employees).



B. Response Rates per Client Type. The table below outlines the response
distribution based on the type of client availing external and internal services. It
highlights how different client groups, access the various services of NWPC and
RTWPBs.

Number of Responses

No. of Response :

SLRCS S PR | General || Employer [ Employee. ' Total |REFEE
| Public
EXTERNAL SERVICES

Walk-In 1,939 663 511 721 44 1,939 100%
Queries / [EC
Materials
Leaming 4,044 1,211 1,309 1,388 186 4,044 100%
Session
Productivity 6,607 1,932 2,197 2,458 0 6,587 99%
Training
Approval of 30 0 11 19 0 30 100%
Part Fixed,
Part
Performance-
Based
Compensation
Application none n/a n/a n/a nfa none n/a
for Exemption
from Wage
Order
Online none n/a n/a nfa n/a none n/a
Submission of
Annual
Establishment
Report on
Wages
Subtotal for 12,620 3,806 4,028 4,536 230 12,600 99%
Extemnal (30.2%) (31.97%) (36%) (1.83%)

INTERNAL SERVICES

Response to 46 none none none none none n/a
Job
Applications

Filing of 215 nfa n/a n/a 215 215 100%
Application
for Leave
Authority to 5 n/a n/a n/a 6 6 100%
Travel Abroad
on Personal
Capacity
Service 23 n/a n/a n/a 23 23 100%
Record
{Current
Employee)
Service none n/a n/a n/a n/a none 100%
Record
(Former
Employee)
Subtotal for 2839 0 0 0 244 244 84%
Intemal (100%)
OVERALL 12,890 3,806 4,028 4,536 474 12,844 99.64%
TOTAL




The response rate per client type shows that employees accounted for the majority
of external services availed at 36% (4,536 responses), followed by the employers
at 32% (4,028), general public at 30% (3,806), and civil servants at 2% (230), with
a 99% response rate indicating strong client engagement in the feedback process.

Meanwhile, internal services recorded 244 transactions availed by mostly NWPC
employees, achieving a 84% response rate.

Overall, 12,844 responses were recorded from a total of 12,890 transactions,
equating to an overall response rate of 99.64%. These figures demonstrate a high
level of responsiveness and cooperation from clients across both service categories,
reflecting positively on the effectiveness of the NWPC and RTWPBs feedback
collection mechanism.

. Client Demography (Sex). The table below provides a breakdown of clients
according to their biological sex who responded to the survey.

¢ Walk-In Queries / IEC Materials 601 1,338 1,939
e Learning Sessions 1,588 2,456 4,044
¢ Productivity Training 2,727 3,860 6,587
o Approval of Part Fixed, Part Performance-Based 9 21 30
Compensation
o Application for Exemption from Wage Order 0 0 none
 Online Submission of Annual Establishment Report 0 0 none
on Wages
Subtotal for External 4,925 7,675 12,600
Internal Services
» Response to Job Applications 0 0 none
« Filing of Application for Leave 79 136 215
o Authority to Travel Abroad on Personal Capacity 2 4 6
e Service Record (Current Employee) 6 17 23
e Service Record (Former Employee) 0 0 none
Subtotal for Internal 87 157 244
OVERALL TOTAL 5,012 7,832 12,844

Based on client demographics by sex, 61% (7,832) of respondents identified as
female where their participation was notably higher in productivity training at 30.1%
(3,860) and learning sessions at 19.12% (2,456). This trend also extends to internal
services, where their engagement remained consistently higher.

On the other hand, male respondents comprised 39.02% (5,012), with significant
involvement in external services, particularly in productivity training at 21.23%
(2,727) and learning sessions at 12.36% (1,588).



D. Client Demography (Age Bracket). The table below provides a breakdown of
clients according to their age who responded to the survey.

| 24 & below || 2540 y.o. [41-55V.0.1[ 56 & above || = Total =
External Services
e Walk-In Queries / 65 1,238 538 98 1,939
IEC Materials
o Learning Sessions 658 2,053 1,176 157 4,044
e Productivity 411 2,962 2,789 425 6,587
Training
¢ Approval of Part 1 12 12 5 30
Fixed, Part
Performance-
Based
Compensation
e Application for 0 0 0 0 none
Exemption from
Wage Order
¢ Online Submission 0 0 0 0 none
of Annual
Establishment
Report on Wages
Subtotal for External 1,135 6,265 4,515 685 12,600
Internal Services
¢ Response to Job 0 0 0 0 none
Applications
e Filing of 9 99 74 33 215
Application for
Leave
e Authority to Travel 0 5 1 0 6
Abroad on
Personal Capacity
¢ Service Record 2 10 7 4 23
(Current
Employee)
e Service Record 0 0 0 0 none
(Former Employee)
Subtotal for Internal 11 114 82 37 244
OVERALL TOTAL 1,146 6,379 4,597 722 12,844

The age distribution of respondents shows that the largest group falls within the 25~
40 age range (49.66% or 6,379 respondents), followed by those aged 41-55 (35.80%
or 4,597 respondents). Meanwhile, 8.92% (1,146) are aged 24 and below, and
5.62% (722) are 56 years and above.

This trend is reflected across both external services (e.g., trainings and learning
sessions) and internal services (e.g., leave applications and service record requests).



E. Citizens’ Charter Results. Below summarizes the result of the questions related to
the Citizens’ Charter:

Criteria [ Rating 5 4 3 2
a. Awareness of the CC 7,256 2,826 440 2,322
(56%) (22%) (3%) (18%)
b. Impression of the CC 6,950 2,275 330 328 2,961
(54%) (18%) (3%) (3%) 23%
c. Relevance of the CC tothe | 7,549 2,638 350 2,307
Frontline Service (59%) (21%) (3%) (18%)
Number of Respondents 12,844
(Rate) (99.49%)
Number of Participants 12,909

Below are the insights on the results of the Citizens’ Charter:

> Majority of the respondents (56%) have read or saw the Citizens’ Charter.
However, there is still a significant number of respondents who are either aware
but has not seen the Citizens’ Charter (22%), has only learned about it (3%), or
without complete knowledge about it (18%).

> Maijority of the respondents finds the Citizens’ Charter as either easy to read/see
(54%), somewhat easy to read/see (18%), difficult to read/see (3%), or not visible
at all (3%). However, a significant number (23%) responded “not applicable” which
underscores the importance of increasing its visibility.

> More than half of the respondents find the Citizens’ Charter as helpful (59%) to
either somewhat helpful (21%) or not helpful at all (3%). However, a significant
number (18%) of the respondents answered “not applicable” which underscores
the importance of further advocating awareness of its importance.

F. Service Quality Dimension Results. Below is the summary of results based on the
sample size required by the ARTA sampling calculator, which determined a sample
of 373 respondents randomly selected from the total of 12,844 respondents.

Sl SN coient | Ve U satisfied || Dissatisfied | ooy | Sample 4l age Rating
Dimensions Satisfied Dissatisfied @ Response
0) Overall 256 103 14 0 0 373 4.65
Satisfaction (69%) (27%) (4%)
. 260 98 1 373 4.66
1) Responsiveness (70%) (26%) (4%) 0 0
o 260 8 15 373 4.66
2) Reliability (63%) (2%% N 0 0
3) Access and 259 101 13 0 0 373 4.66
Facilities (69%) (27%) (4%)
. 261 99 13 373 4.67
4) Communication (70%) (26%) (3%) 0 0
C 45 14 3 0 0 373 N/A
5) Costs (12%) | (4%) (1%)
. 260 98 15 373 466
6) Integrity 70%) | (26%) | (4% 0 0




Service Quality Y Ty L, e e = By S b
Dimensions *Pa-z:@é isfied ﬁ‘:gm = S pon: _*Hﬂﬁu’;&
260 15 373 4.66
7) Assurance 70%) | (26%) (4%) 0 0
260 99 14 373 4.66
8) Outcome (70%) (26%) (4%) 0 0
Based on the above results, the following insights on the Service Quality Dimensions
are presented:
> With the exception of Cost, 69-70% of respondents rated the eight (8) Service
Quality Dimensions as “Excellent”, resulting in an overall service quality rating of
4.66 out of 5.
> Most respondents rated the Cost dimension as “N/A”, as the majority of services
are free of charge, accounting for 83% of responses.
» No dissatisfaction ratings were recorded across all Service Quality Dimensions,
indicating consistently high client satisfaction.
Looking through the overall rating per service, below is a summary of the results:
Services _"Ei""?:‘-'ﬁ__“ff_ .-l.: a T.“Q'
EXTERNAL
o Walk-In Queries / IEC Materials 321 4.85 4.84
e Learning Sessions 351 452 457
e Productivity Training 363 4.66 4.65
e Approval of Part Fixed, Part Performance-Based 28 4.83 490
Compensation
o Application for Exemption from Wage Order none N/A
¢ Online Submission of Annual Establishment Report on none N/A
Wages
INTERNAL
e Response to Job Applications none N/A
e Filing of Application for Leave 138 491 4.90
e Authority to Travel Abroad on Personal Capacity 16 5.00 4.93
e Service Record (Current Employee) 41 4.83 4.94
e Service Record (Former Employee) none N/A
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G. Free Responses. The NWPC and RTWPBs value the comments/feedback that it
receives from clients through the CSF. It has been the practice of the organization to
contact clients who rated services below satisfactory to take the necessary
adjustments in the delivery of the corresponding frontline service. Below is a
summary of the actions taken for such cases:

=

1. Rating below “sati

a. Walk-In Queries /
IEC Materials

Service Quality
Dimensions:
Responsiveness

The walk-in client
rated said criteria “2”
viewing the first
employee to face her
as a novice with
relatively low
knowledge on labor
standards.

RB 02 immediately
replaced the said
frontliner with a more
experienced
colleague to respond
to the immediate
data request of the
client on site.

b. Learning Sessions

none

N/A

N/A

¢. Productivity
Training

none

N/A

N/A

2. Comments of Participants

a. Walk-In Queries /
IEC Materials

Open-ended
comments and
suggestions

Magaling mag-explain
yung taga-NWPC.

N/A

Thank you for the
detailed explanation.

N/A

b. Learning Sessions

Open-ended
comments and
suggestions

The learning session
was very insightful
and well-structured.
The interactive
discussions and
practical tips made
the topic on brand
reputation and
productivity easier to
understand and more
applicable in our
work. Great job!

N/A

Organize more
webinar sessions on
various topics
including business
resiliency planning

Encore sessions on
productivity
improvement shall be
scheduled on the
next CY

| learned new stuff
that helps me
upgrade my skillset
and at the same time
give back to my
company by applying
what | have learned in
your online sessions.

N/A

¢. Productivity
Training

Open-ended
comments and
suggestions

The activities were
well-organized and
the speaker was very
proficient.

N/A

11



Most feedback from service availers was overwhelmingly positive, particularly among
participants in Learning Sessions and beneficiaries of Productivity Training, who
commended the competence of the resource persons and trainers. Except for one
negative rating for Walk-In Queries documented in October 2026 by RB I, feedback
was generally positive, including for on-site inquiries and the distribution of IEC
materials. The same has been resolved accordingly based on corrective actions
undertaken by the concerned office.

H. Results of the Agency Action Plan (Previous Year). The use of the CSF form has
been standardized across all services enrolled in the Citizens’ Charter. This includes
online initiatives, prompting concerned Program Managers to adopt a digital version
of the CSF form using Microsoft Forms. For these alternative service modalities (e.g.,
online Learning Sessions and availment of Productivity Training through the e-
Productivity Toolbox), the processing of CSM results has also improved through
quick comparative analysis using Microsoft Excel, regardless of the volume of
respondents.

. Continuous Agency Improvement Plan. The National Wages and Productivity
Commission is dedicated to advancing its operations in the fiscal year 2026. In
alignment with this commitment, the agency will continuously adhere to all mandated
guidelines. Further, it will strengthen efforts to imbed the use of CSM in all its
services to solicit valuable feedback from clients, which will be instrumental in refining
the agency's processes and enhancing overall service delivery.

V. Recommendations for Further Improvement

While the accomplishment of CSF fomms for job applicants at the NWPC and
RTWPBs remains voluntary, concerned focal persons in both the NWPC and RTWPBs
are reminded to encourage clients to accomplish the assessment forms for services
availed. Where necessary, follow-ups may be conducted to ensure submission and to
capture the required CSM data.

Although the results of the Citizens’ Charter are generally positive, there remains an
opportunity to further improve awareness, visibility, and relevance. This may be
addressed by incorporating a brief orientation on the Citizens’ Charter at the start of
service delivery. For Learning Sessions and Productivity Training, key information on the
Citizens’ Charter, including its accessibility and relevance to clients, may be integrated
into the house rules or introductory segment. Additionally, the digital CSF form may
include a link to the Citizens’ Charter on the NWPC website for easier access by online
participants.

Prepared by: Reviewed by: .
W P. DE GUIA JOHN CHRAIET PHER P. LAPIZ
Supervising Administrative Officer Planning Officer V
GRiok
MARI . BAHILIG ELVIRA P. JOTA
Laboyand Employment Officer 1 OIC-Deputy Executive Director

EDN&%%ELA CRUZ Noted by;
Planning Officer I '

L)

"'

Executive Direc

04-23-26 12
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ANNEX A. Survey Questionnaire Used

Department of Laber and Employment FAA-NWPC-ON
National Wages and Productivity Commission Revision: 4
L Regicnal Tripartite Woges and Productivity Boerd __ 10 Juna 2024
CLIENT SATISFACTION FEEDBACK (CSF) FORM

mbmnﬂwm

O Recuiest or Duta / en Wiges, Incomes and Producthvity
o b [ilbed oot bre CLIENT
Petsa tDatel Kamrian 3cx: O Male O Female Email Add

Pangalan (Namel: __

Edad (Ager. _ Contact Mumber:

fakilsgyan ng tsek {#) ang kahon na nagsamad ng fyong tugon. [Picase put o check mork {7 in the oppropriate box cemesponding to your
response. ]

i

\

11

Alin = mga od ang nac 0 yong kak o Gitizen's Charter (CO? [Which of the falicwing best desaribes your aworeness
of (L7
O 1. Alam ko anq CC at rabasy/nak®a ko ito sa opzira i} know whet o £ & gnd f readfeaw this ot the office]
O 2 Alam ko ang €€ pero kindi to ito nabasa/rakita sa opzina [} inow whct 0 CC i but ] did riat see s in the office]
Ul&bnmbmg (Cm-ngm.shbknnns:np..m{“’nsmedafdlcfﬂ‘ml‘ymImd.&:wtbum&ktoﬁm)
i Hindi ko sam Tunq ano ang €C at wak skong nabasafnakita %a opisng. Layayan ng sk ang "N/A s2 zired ra dalawang tsnong. [f do nat
Yrnow whet o £F i nor oid #readfaamn s in the effice. Answer N/A® in the nowt Mo questinz |

ii. Kungabhmang OC (nagtsek = n 1-3 52 pinaka- unang tanongl, mamasshi mo ba na ang €€ s napuntshang o isina ay... {f cware of
opsyo g P
€C {orsavrnd -3 from the first guestion), would you soy that the € of this offie was-}
O 1. Msdafing mabasa/matea (fasy to road/soe) 3 3. Mahvrap mabam/makita [Diffoat to readfsec} O5 KA
0 2 Medyo madaling mabasy/malits (Somewhat casy to rood/fee | T 4. Hinch makita [Net visibie of al};
i Kung alsm 2ng CC (nag t=ck 53 opsyon 1-3 < pinalm-unang Bnoag), gaano nalatubong ang CC = tansaksyon ma¥ (5 oware of CC
farswored 1-2 from the first question), how mach oid the CC heldp you in ynur ransadtion?i
0 1. Sobrang nokatlong [# vory muck 3 3 Mirdi mkatulong [£dd not felg)
9 9 vy ng
0 2 Nawtwlong naman [Somewhat helped] T4 N/A
Napaka tubas na Hasiyahan  [Hind naslyahar{ Lubos na hindi | Hindt angkop
astynsiya Kaxshyahan [aarisfied Dssetfian nashyaban | (e anydiaded
Mga Detalye 1Eicatlerc] Wy Sugfed ) Viery Disadsfed
{Povtioulars} < 55 GE) 2 AN £
= ; u_“-\- | L} 0_-1 \.'Vf“l
V o) i ] @ a /A
1. Nasiyahan 53 serblsyong natanggap [ the dent &
satisfied with #he service/s rocoived) D ﬂ D D D U
2 Ang Bluhinging serbisyo ay nalbigay sa Bkdsng
oras [The requested servire/s isdove doiveredin 2 D D D D D D
Emnymoneor]
3. Maghl Tng np you {Provided
4. Maayos at h!nm tnggapan at pasitidad
I';'n:ﬂ intained and aﬁmmdfﬂﬁ'ﬁﬁfﬂ D D D D D D
5. 2 k
pangang;!angan [ clovas qs'.vmsmﬁds mrare D D D D D D
;mp:ﬂyrmrd:dmtyn‘,c concerned persconef or
S.Tmanqhdnﬁmbayad[m{xsm D D D D D D
7. Tapat st propesyonal 12 paghibigay serbisyo fwos
konast ord professions whils proviging senios D D D D D D
8. May apat na kaak sa programa/serblsyo ng
NWPC Xrowledgeohl an the NWFC progroms / D D I:I D D D
HVES]
3, Nakoha ko ang ddnaik &t kundg t than
nm;apﬂmmglplmh&mgniﬂlugztm‘mﬂ D D D D D D
noeded or, f denicd, the expiangticn given # me
airegoly sutfces)
Mungkahi o rekomendasyon upang mas mapaganda pa namin ang pangkalshatang sarbisyeng naibigay [Suagestion/ & nendxisn or how
we could improve our overal servicel:
Lagds {Sigature)
Kots: The inf: prowided in S & a o under the Dats Frieocy Act of 2012, & dhdaducf pecsonad Nk inhk and * n

ther gersarrern} drd Ui mrtvets dmctor’.



., N°X .L' tof Re-ional and Satellite O. ices
Central Office (CO) = NWPC

Luzon

1) RTWPB NCR = National Capital Region

2) RTWPB CAR = Cordillera Administrative Region
3) RTWPB 01 = llocos Region

4) RTWPB 02 = Cagayan Valley Region

5) RTWPB 03 = Central Luzon

6) RTWPB 04A = CALABARZON

7) RTWPB 04B = MIMAROPA

8) RTWPB 05 = Bicol Region

Visayas*

9) RTWPB 06 = Western Visayas
10) RTWPB 07 = Central Visayas

11) RTWPB 08 = Eastern Visayas

Mindanao™*

12) RTWPB 09 = Zamboanga Peninsula
13) RTWPB 10 = Northern Mindanao
14) RTWPB 11 = Davao Region

15) RTWPB 12 = SOCCSKSARGEN
16) RTWPB 13 = CARAGA

* The latest region, Negros Island Region (NIR), has yet to be established /
institutionalized in CY 2025.

** RTWPB BARMM is not included in this line-up as this office holds special autonomy
under the Bangsamoro Organic Law (BOL).
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The subsequent matrices shall breakdown the number of respondents per service per
office including the CSM results anchored on the overall satisfaction. Services with
absolutely no clients nor respondents are already excluded.
POPULATION CSM RESULTS
4. SERVICES ,CLIENTSIRATERS| NA [ 1 [ 2 [ 3 | 4 [ 5
External Services
1 | Walk-In Queries/IEC 234 234 0 0 0 9 34 191
2 | Learning Session 4,044 4,044 0 0 0 342 1 1,255 | 2447
3 | Prod. Training 0 0 0 0 0 0 0 0
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 46 0 0 0 0 0 0 0
% | Leave Filing 107 107 0 0 0 5 8 A
7 | Travel Abroad 6 6 0 0 0 0 0 6
8 | Service Rec.: Current 23 23 0 0 0 0 4 19
POPULATION CSM RESULTS
#, SERVICES ,CLENTSIRATERS| NA | 1 [ 2 [ 3 | 4 | 5
External Services
1| Walk-In Queries/IEC 212 212 0 0 0 3 18 191
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 332 332 0 0 0 2 91 239
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 5 5 0 0 0 0 0 5
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#  SERVICES ,CLIENTS|[RATERS| NA [ 1 [ 2 | 3 | 4 [ 5
External Services
1| Walk-In QueriesflEC 55 55 0 0 0 2 8 45
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 341 341 0 0 0 2 62 277
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.; Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#| SERVICES ,CLENTS|IRATERS| NA ] 1 [ 2 [ 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 195 195 0 0 0 0 18 177
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 529 529 0 0 0 4 80 445
4 | PBIS 8 8 0 0 0 0 0 8

Internal Services




7 | Job Applications 0 0 0 0 0 0 0 0
8 | Leave Filing 25 25 0 0 0 0 0 25
9 | Travel Abroad 0 0 0 0 0 0 0 0
10 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#  SERVICES | CLIENTS|RATERS| NNA | 1 [ 2 | 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 117 117 0 0 0 0 14 103
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 652 632 0 0 0 19 204 409
4 | PBIS 12 12 0 0 0 0 0 12
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 2 2 0 0 0 0 0 2
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#, SERVICES ,CLIENTS|RATERS| NA] 1 [ 2 [ 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 151 151 0 0 0 0 8 143
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 360 360 0 0 0 2 90 268
4 | PBIS 1 1 0 0 1
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 6 6 0 0 0 0 0 6
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#, SERVICES ,CLIENTS[RATERS| NNA ] 1 [ 2 [ 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 118 118 0 0 0 0 19 99
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 326 326 0 0 0 0 133 193
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 2 2 0 0 0 0 1 1
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
- POPULATION CSM RESULTS
#, SERVICES ,CLIEENTS|RATERS| NA [ 1 [ 2 | 3 | 4 5
External Services
1 | Walk-In Queries/IEC 68 68 0 0 0 3 7 58
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 524 524 0 0 0 7 106 411
4 | PBIS 0 0 0 Q0 0 0 0 0
Internal Services
5 | Job Applications | 0 | 0| 0] 0] 0] 0] 0] 0




6 | Leave Filing 18 18 0 0 0 0 0 18
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#| SERVICES ,CLIENTS|RATERS| NA [ 1 [ 2 | 3 [ 4 | 5
External Services
1 | Walk-In Queries/IEC 90 90 0 0 0 0 16 74
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 253 253 0 0 0 1 13 239
4 | PBIS 3 3 1 0 0 0 0 2
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 8 8 0 0 0 0 0 8
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.; Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#, SERVICES ,CLENTSIRATERS| NNA [ 1 [ 2 [ 3 [ 4 | 5
External Services
1 | Walk-In Queries/IEC 46 46 0 0 0 0 5 41
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 402 402 0 0 0 6 172 224
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESU TS
#, SERVICES ,CLIENTS|RATERS| NA | 1 [ 2 | 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 59 59 0 0 0 5 23 3
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 276 276 0 0 0 16 113 147
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
4, SERVICES ,CLENTSJRATERS| NNA[ 1 [ 2 [ 3 | 4 [ 5
External Services
1 | Walk-In Queries/IEC 161 161 0 0 0 2 24 135
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 285 285 0 0 0 5 1M 169
4 | PBIS 6 6 0 0 0 0 0 6
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0




7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#  SERVICES ,CLIENTS]RATERS[ NA ] 1 | 2 | 3 | 4 5
External Services
1 | Walk-In Queries/IEC 22 22 0 0 0 0 1 21
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 341 341 0 0 0 10 128 203
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
- POPULATION CSM RESULTS
#  SERVICES ,CLIENTS|[RATERS| NA | 1 [ 2 | 3 | 4 5
External Services
1 | Walk-In Queries/IEC 149 149 0 0 0 3 11 135
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 353 353 0 0 0 6 114 233
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 13 13 0 0 0 0 0 13
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
- POPULATION CSM RESULTS
# SERVICES . CLIENTS[RATERS| NA | 1 [ 2 | 3 | 4 5
External Services
1 | Walk-In Queries/IEC 123 123 0 0 0 2 15 106
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 367 367 0 0 0 8 132 227
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 22 22 0 0 0 0 1 21
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.: Current 0 0 0 0 0 0 0 0
POPULATION CSM RESULTS
#,  SERVICES ,CLIENTS]RATERS| NA | 1 [ 2 [ 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 23 23 0 0 0 1 1 21
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 506 506 0 0 0 0 205 301
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 0 0 0 0 0 0 0 0
7 | Travel Abroad 0 0 0 0 0 0 0 0

Vi




['8 T Service Rec.: Current | 0 l 0] 0| 0] 0] 0| 0 | 0]
z POPULATION CSM RESULTS
#,  SERVICES ,CLIENTS|RATERS| NNA | 1 [ 2 | 3 | 4 | 5
External Services
1 | Walk-In Queries/IEC 116 116 0 0 0 0 8 108
2 | Learning Session 0 0 0 0 0 0 0 0
3 | Prod. Training 760 760 0 0 0 0 300 460
4 | PBIS 0 0 0 0 0 0 0 0
Internal Services
5 | Job Applications 0 0 0 0 0 0 0 0
6 | Leave Filing 7 7 0 0 0 0 0 7
7 | Travel Abroad 0 0 0 0 0 0 0 0
8 | Service Rec.. Current 0 0 0 0 0 0 0 0

vii



ANNEX D. Comparative Ranking of Service Ratings

The matrix below shall show the ascending ranking of rated services according to
overall satisfaction. This is meant to show which service is near perfection (rated 5 or
“Excellent”) and which service may need further improvements if ranked the lowest.

ENROLLED SERVICE CLIENT COUNT SATISFACTION RANKING*
CODE TITLE CLIENTS | RATERS | PERCENT RATING SCOPE | OVERALL
extpip. | Walkin . st rd
o Queries / IEC 1,939 1,939 | 100.00% 4.85 (External) 3

Materials
EXT-PID- | Learning 4th
02 Sessions 004 silid e 4.52 (External) 7th
= Productivity . 3rd th
RIVPES: | 1 e 6,607 6,587 | 99.70% 4.66 External) | ©
EXT- Approval of ond
RTWPBs- | PBIS in Public 30 30 | 100.00% 4.83 (Externa) 4th
02 Bus Industry
EXT- Application for
RTWPBs- | Exemption None N/A N/A
03 from WO
EXT- Online
WPRD- | Submission of None N/A N/A
01 AERW
Response to
R Y 46 o| 0.00% N/A
Applications
INT-AD- Filing of ond
ud Application for 215 215 | 100.00% 4.91 2nd
(Internal)
Leave
INT-AD- Authority to qst -
% Travel Abroad - 7 6| 85.71% 5.00 (Internal) 1
Personal
INT-AD- Service Record 3rd i
041 (Current 23 23| 100.00% 4.83 (Internal) 5
Employee)
Service Record
000 | (Former None N/A N/A
Employee)

*NOTE: Ranking used is in ascending order with the service placing 1° as the highest rated.
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