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TERMS OF REFERENCE:

Engagement of Servicesof a 3 Party for the Conduct of the JHMC Customer

Satisfaction Survey for CY 2022

BACKGROUND

1.

JHMC, asubsidiary of the Bases Conversion and Development Authority (BCDA), is
mandated to transform and develop Camp John Hay (CJH) into a sustainable premier
tourist and investment destination while protecting and conserving the environment.

JHMC as the estate manager of CJH, and regulatory body within the John Hay Special
Economic Zone (JHSEZ) is committed to providing excellent, efficient, and responsive
services towards stakeholders’ satisfaction.

Under GCG Memorandum Circular (M.C.) No. 2012-07 or the Code of Corporate
Governance, GOCC like JHMC are required to:

(& Ensureintegrity 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.

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

To ensure GOCCs are able to satisfy these requirements, the GCG made it mandatory
for GOCCs to conduct an annual Customer Satisfaction Survey (CSS) as one of the
performance indicators under the Performance Evauation System(PES), implemented
pursuant to GCG M.C. Nos. 2013-02 (Re-issued) and 2017 -O2. The CSS serves asone
of the monitoring tools to measure how GOCCs relate with their customers as this
provides tangible and verifiable data on how GOCCs deliver their services.

GCG further requires GOCCs to transmit status reports and documents quarterly and
annually to the GCG as part of the Quarterly Monitoring Report for its annual
Performance Scorecard.

The annual conduct of the CSS is also tied to an agency’s incentive system, in that
failureto conduct the survey and report the result to GCG and/or the Inter-Agency Task
Force on the Harmonization of National Government Performance Monitoring,
Information and Reporting Systems (Administrative Order No. 25 s. 2011), government
entities cannot avail of the performance-based bonus or PBB.
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Lastly, the Anti Anti-Red Tape Authority (ARTA) Memorandum Circular No. 2019-

002! series of 2019 dated 13 August 2019 requires the submission of the report on the

Client Satisfaction Measurement conducted by the agency to the Authority on or before
the last working day of January of every year.

. Thus, in compliance with the abovementioned, thereis a need to engage the services of

a 3" Party, an independent body, that is capable to administer, generate and interpret
the Customer Satisfaction Survey for CY 2021 considering that these tasks are of such
magnitude and scope as would require a high level of expertise, education and relevant
experience or attention which, at present, are beyond the optimum in-house capability
of JHMC personnel.

. The procurement of consulting service for this purpose shall be made in accordance

with Republic Act 9184 and it's 2016 Revised Implementing Rules and Regulations
(IRR).

OBJECTIVES

The procurement aims to engage the services of a 3" Party, an independent body, that
iscapableto administer, generate and interpret the JHM C Customer Satisfaction Survey
CY 2022 to ensure JHMC’s commitment to improving stakeholder satisfaction by
integrating best practices for operational excellence.

APPROVED BUDGET FOR THE CONTRACT

The approved budget for the engagement of services of a 3 Party for the Conduct of
the JHMC Customer Satisfaction Survey as reflected in the proposed CY 2022
Corporate Operating Budget is Three Hundred Fifty Thousand Pesos (PhP 350,
000.00), inclusive of all applicable taxes and fees.

TERMSOF ENGAGEMENT

The engagement of the CONSUL TANT shall commence upon contract signing and
terminates from the acceptance of JHMC of the final result/report of the Customer
Satisfaction Survey in accordance with the GCG issued “Guidebook for GOCCs:
Enhanced Standard Methodology for the Conduct of the Customer Satisfaction
Survey”? and the subsequent issuances® by GCG with respect to the conduct of the
Customer Satisfaction Survey (CSS) for 2021 in the GOCC Sector, unless an updated

1 Guidelines on the Implementation of the Citizen’s Charter in Compliance with Republic Act 11032, otherwise known as
the “Ease of Doing Business and Efficient Government Service Delivery Act of 2018,” and its Implementing Rules and
Regulations (IRR), Section 6.10.2

2 Annex “A”- Guidebook for GOCCs. Enhanced Standard Methodology for the Conduct of the Customer Satisfaction Survey
3 Annex “B” - GCG Notice dated 26 February 2021 re Additional Guidelines in the Conduct of the Customer Satisfaction
Survey (CSS) for 2021 in the GOCC Sector

4 Annex “C” - GCG Notice dated 14 August 2020 re Additional Guidelinesin the Conduct of the Customer Satisfaction
Survey (CSS) for 2020 in the GOCC Sector
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guideline will be provided by the GCG applicable for CY 2022 which will likewise be
provided to the CONSUL TANT.

It is understood that the Consultancy Services does not create an employer-employee
relationship between the CONSULTANT and JHMC,; and that the former is not
entitled to any benefits enjoyed by the regular personnel of JHMC.

The CONSULTANT shall not assign the contract or sub-contract any portions of it
without the consent of JHMC.

JHMC shal not be liable for any injury, illness or death sustained by the
CONSULTANT’S employees arising from the COVID-19 pandemic while in the
performance of their duties and responsibilities in connection with this engagement.

V. DUTIESAND RESPONSIBILITIESOF THE PARTIES
A. The CONSULTANT shal:

1. Administer the Customer Satisfaction Survey to JHMC’s identified
stakeholders strictly in accordance with the Guidebook for GOCCs:
Enhanced Standard Methodology for the Conduct of the CSS, and the
subsequent issuances by GCG with respect to the conduct of the CSS for
2022 in the GOCC Sector, using the prescribed questionnair es®.

The administration of the CSS however to Individual (Tourists) Respondents
shall be only be conducted upon the formal opening of the Historical Coreto
Tourists, as may be deemed necessary by the JHMC, through an issuance of
an advisory to the general public to be posted in the official website and social
media accounts of JHMC.

2. Generate the necessary data;
3. Interpret and analyze the data generated;

4. Possess a similar structure of team as indicated in the prescribed GCG
Guideling;

5. Adhereto the deliverables and timeline. Any changes or modificationsin the
arrangements shall be with the prior consent of JHMC,;

6. Treat all documents and information gathered with utmost confidence during
the project implementation; and,

5 Annex “D” - GCG Letter to HMC dated 02 March 2020 re Transmittal of Survey Questionnaires for the Conduct of
Customer Satisfaction Survey Starting 2020
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7. Ensure that al information shared by JHMC under this project will remain
confidential even after the termination of the contract.

8. Assume all related to its assigned Survey Team members, including their
salaries, allowances, meals, field accommodations, transportation and/or
logistical support, and other expenses necessary to perform the services
throughout the duration of the engagement.

9. Assume the cost of any required testings and other related medical expenses
for its Survey Team members in connection with the COVID-19 pandemic.

B. TheJHMC shall:

1. Work closely with the CONSULTANT regarding the technical and
administrative requirements of the activities;

2. Provide logistica requirements during the meetings, meeting venues,
equipment (LCD projector, laptops, etc.), if necessary; and,

3. Providelocation guides during the activities, if necessary.

VI. EXPECTED OUTPUTSAND PAYMENT SCHEDULE

The CONSULTANT shall undertake the following services with the corresponding
expected output:

Activity Document for | Duedate Percentage  of
Submission Payment

Pre-test e Survey Instrument TBD 25% of the tota

e Stimulus awarded contract
Materias price

e Pre-test Results

e Pre-test Report

Training e Survey Instrument n/a

e Stimulus
Materials

e Training Manual

e Traning report

Page 4 of 7



Republic of the Phillppines
Office of the President

JHMC

JOHN HAY MANAGEMENT CORPORATION

& member of Yhe BDCDA Graup

Project Kick-off | e Survey Instrument TBD 25% of the tota
| Start-off e Stimulus awarded contract
Materials price
e Observation
Report
e Clearing/Debriefi
ng report
Project Supervision /
Implementation Observation report
Fieldwork  Progress
Report
Back-checking Back-checking  and TBD
and Spot- Spot  Checking 25% of the total
checking Report awarded contract
price
DataProcessing | Spot Checking Report
for Data
Processing
Data Quality Control
Report
Analysis Final Report 15 December | 25% of the total

2022

awarded contract
price
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VII.

VIII.

X.

PAYMENT TERMS

The CONSULTANT shall be paid on a per output basis in the equivalent amount as
specified in Section VI above, inclusive of al applicable taxes. The final payment
shall be paid within fifteen (15) working days upon JHMC’s acceptance of the final
report submitted by the CONSUL TANT.

Miscellaneous expenses of CONSULTANT personnel relative to the conduct of
customer satisfaction survey activities such as but not limited to transportation,
accommodation, meals, and snacks, etc. shall be shouldered by the CONSULTANT.

CONTRACT DURATION

The Contract shall remain in force and effect upon the signing of the contract until the
full delivery of the requirements on or before 15 December 2022 and acceptance by the
JHMC, subject to extension should the need be determined.

SUBMISSION OF PROPOSALS

1. The interested proponent shall submit their respective proposal to JHMC through
the Bids and Awards Committee (BAC) on or before the scheduled deadline of
submission, in a sealed envelope containing the following documents:

Mayor’s/ Business Permit;

a

b. PhilGEPS Registration Number;
Note: Certificate of Platinum Membership may be submitted in lieu of the Mayor’s/
Business Permit and Phil GEPS Registration Number.

c. Notarized Omnibus Sworn Statement;

d. Company Profile, including List of Clients (with contact person and contact
number), services rendered and contract amount;

e. Curriculum Vitae of the proposed survey team;

f. Proposal, including acomplete and clear scope of work and implementation
methodology; and,

g. Other documents in accordance with the RA 9184 and its IRR, as may be
identified by BAC which will be reflected in the Request for Proposals
(RFP) to be posted in the HMC website.

EVALUATION CRITERIA

The proposals shall be evaluated based on Quality-Cost Based Evaluation (QCBE).

The criteriaand rating system for the selection of the winning CB are as follows:
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Evaluation Criteria Weight

Technical Proposal

a. Applicable experienceand Track Record (At least 40%
1 from the survey)

Lo

No. of Years of experience — 20%

2. Similar Projects conducted for government and / or
private institutions within the last two (2) years —
10%

3. Client Feedback — 10%

b. Qualification of the Consultant 40%

1. Members with solid hands-on experience in the
administration of Customer Satisfaction Survey—
10%

2. Members with relevant public sector specific
experience and / or similar or related nature to
JHMC Operations (Public Administration;
Regulatory Agency) — 10%

3. Members have minimum two (2) year’s survey
experiences- 10%

4. Educationd Attainment / Applicable
accreditation of audit team members — 10%

Financial Proposal 20%

TOTAL 100%

Xl.  MODE OF PROCUREMENT

The mode of procurement under the approved indicative JHMC Annuad
Procurement Plan CY 2022 is Small Value Procurement under Section 53.9 of
the R.A. 9184 Implementing Rules and Regulations (IRR) and will be part of the
early procurement activity to be undertaken by the BAC in CY 2021.
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DEFINITION OF TERMS

TERMS
Back-Checking

DEFINITION

A quality control procedure involving subsequent
re-contacting or revisiting respondents to check
whether the interviews were conducted and
completed and whether the responses recorded by
the mtamewer were consistent and accurate

' Call Back

survey

Process of calling or visiting a sampled respundem

who is initially not available again to complete the

Dle:zlring or Debriefing Sessions

Code F_ramas or Codebook

Process of reconvening the survey team aftar the
start-off to discuss clarifications, concems, and
challenges encountered during the first few days of
data collection and agree on ways to address them
moving forward

Shows the categories that were formed from
responses from open-ended guestions; Contains
the numeric data equivalents of verbal data which
shall be used for the purpose of analysis

Enmpui&r-ﬂssis’raﬂ Personal
Interview (CAPI)

A data collection method by an In-person
interviewer (i.e. face-to-face interviewing) who uses
a digital device (e.g. computer, tablet) to administer
the guestionnaire and capture the answers of the
respondents

Cross-Tabulations

Pertains to the creation of a table showing two or
more varlables, with the categories of one vanabile
distributed across the rows of the table, while the
other variable is distributed down the columns

Customer Type

Pertains to a group or segment of customers
classified based on specific characteristics

Customer types have been pre-identified in Annex
A

Data Tables

Refers to set of tables which display the survey
resulls

Each tab resembles a spreadsheet with multiple
rows and columns, wherein rows contain the
answer categories for a given question and
columns are the key variables for analysis.

| Data Tabulation Specifications or
Tab Specs or Tab Plan

Outlines all required tables, statistics and other;

acts as a guide for the conversion of data into |

meaningful forms and results
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TERMS DEFINITION

| Disproportionate Sampling A sampling strategy wherein Each_sﬁbamup is
allocated with equal sample size or number of
target respondents :

Double-Encoding A quality control process wherein completed
questionnaires are encoded by two different
encoders

After double-encoding the data separately, the two
datasets wil be automatically compared, and
discrepancies will be verified and corrected |
accordingly to form a single dataset.

Drop-Out Rate Refers to the proportion of all eligible sample cases
that were lost over the duration of the interview or
over the duration of the study

ESOMAR | World Association of Opinion and Marketing

Research Professionals (formerly European
Society for Opinion and Marketing Research) is a
membership organization representing the interests
of the data, research and insights profession at an
international level. While it started as a European |
association, ESOMAR is the global association for
the industry, with members based in 130 countries.
It provides ethical and professional guidance and
advocating on behalf of its global membership

_ community.

General Population Refers to the general public and not a very specific
type of population

| Geocodes Refers to a set of geographical coordinates
coresponding to a location

Household Defined in market research as the social unit |

consisting of a person living alone or a group of
persons who sleep in the same housing unit and
have a common arrangement in the preparation

| and consumption of food
Hybrid Data Collection or Mixed | Refers to the use of two or more data collection
Data Collection methods
Inception Meeting or Kickoff Pertains to the first meeting with the project team
Meeting and the client of the project to discuss and define

the base elements of the project (goals, scope,
expectations) and other project planning activities

Kish Grid A method for selecting members within a household
to be inlerviewed

It uses a pre-assigned table of random numbers to
find the person to be interviewad.
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TERMS

DEFINITION

Kruskal Anatysiﬁ

e

A statistical tool for measuring the power of
attributes in driving a dependent variable

The essential assumption behind the analysis is
that variables which exhibit strongly similar patterns
of response to some dependent issue (for example
overall satisfaction) are causally linked. This |
analysis approach uses the concept of partial
correlations, where the comelation between two
variables is obtained when the effects of other
variables are removed.

Pen-and-Paper Interview (PAPI) |

A data collection method by an in-person
interviewer (i.e, face-to-face interviewing) using a
printed paper guestionnaire where responses are
recorded

' Pilot Test/Pre-Test

A process implemented to dry-run the research
instruments and determine problems that needed to
be addressed prior to putling the data collection in
full survey operations

Proportionate Sampling

A sampling strategy wherein the sample size or
number of target respondents allocated for each
subgroup is determined by their number relative to
the entire population

-F'rimary Sampling Unit (PSU)

Refers to sampling units that are selected in the first
r;primarg.r;_i stage of a muiti-stage sample

Sample

Pertains to the sub-population to be studied in order
to make an inference to a reference population (a
broader population to which the findings from a
study are to be generalized)

Sample Size

Refers to the number of p-::pula_tiun members or
cases that are included in the sample

Sample Spots

Refers to areas (usually barangays) that have been
sampled and where the survey data collection will
be conducted

| Spot Check

A quality control procedure that involves going 1o
the data collection area to check if: (1) interviewers
did proper sampling; (2) proper skipping was
implemented; (3) interviewers are indeed in the
area covered by the study; (4) or interviewers are
interviewing correctly, among others

Systematic Random Sampling

| A type of probability sampling tanhniqué where

there is an egual chance (probability) for all units
within the population to be selected and be included

in the sample
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TERMS ¥ DEFINITION ¥y

Weights/Weighting Refers to statistical adjustments that are made 10
survey data after they have been collected in order |
to improve the accuracy of the survey estimates: (1)
to correct for unequal probabilities of selection that
often have occurred during sampling; (2) to help
| compensate for survey nonresponse
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.  RATIONALE

Under GCG Memorandum Circular (M.C.) No. 2012-07 or the Code of Corporate
Governance, 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 vaiue and
consistent quality, reliability and safety in return for the price paid for the
same.’

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

To ensure GOCCs are able to satisty these reguirements, the GCG made it
mandatory for GOCCs to conduct an annual Customer Satisfaction Survey (CSS)
as one of the performance indicators under the Performance Evaluation System
(PES)!, implemented pursuant to GCG M.C. Nos. 2013-02 (Re-lssued) and
2017-02. The CSS serves as one of the monitoring tools to measure how GOCCs
relate with their customers as this provides tangible and verifiable data on how
GOCCs deliver their services.

Anchored on the principle of continuous improvement, this enhanced standard
methodology is issued to ensure that individual results of the GOCCs” CSS are
comparable and can be consolidated to determine the overall customer
satisfaction score of the GOCC sector. The enhanced guideline aims lo ensure
that GOCCs go beyond compliance and utilize the CSS in hamessing and
determining vital data and information on customer satisfaction. Thus, the CSS
will focus on ldentifying the overall satisfaction rating by determining how much
of a GOCC's customers are satisfied as opposed to dissatisfied, and the factors
that lead to bath.

' Bection 37, GCG M.C. Mo, 201207
# Section 37, GCG M.C. No, 2012-07
¥ parformance Evaluation Systam Guidebook.
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. DATA GATHERING METHODS

For purposes of the conduct of the annual CSS, three (3) guantitative data
gathering methodologies will be used, which were deemed as the most efficient
and effective way of reaching the GOCCs' customers during the survey fieldwork.
The data gathering methodologies are as follows:

A. Method A: Intercept Interview

The ohjective of the intercept interview is to gather on-site feedback from
customers upon transaction with the GOCC. Intercept interviews are done by
having trained interviewers positioned in either the office/branch of the
GOCCs or the area where they operate, e.g. airports, ports, and train stations.

B. Method B: Telephone Interview or Face-to-Face Interview

Telephone interview is the most efficient way of reaching customers who do
not usually visit the offices/branches of the GOCCs. However, GOCCs may
opt to use face-to-face interview depending on the convenience of the
respondents.

The respondents that will participate in the interview should come from the
GOCC's list of clients (individuals, corporations, and non-profit organizations
such as social enterprises and cooperaltives). In using this methodology,
GOCCs are reminded that complete contact information of the possible
respondents including names and contact detalls are required.

C. Method C: Door-to-Door Interview

Door-to-door interview is most efficient for customers of GOCCs with no
contact details available or are not reachable via other means of
communication. Thus, the best way to reach its customers is by visiting the
respondents’ homes, However, this assumes that the communities or areas
where the customers reside can be properly identified.

GOCCs with different customer types may use a different data gathering method
for each of its customer types (e.g. intercept interview for individual customers
and telephone interview for business clients). Note, however, that this is the only
instance which allows the use of hybrid data gathering method. Hybrid data
collection is not allowed for the same type of customer.

In addition, the use of online survay toolplatform or self-accomplishment of the
survey questionnaire (e.g. e-mail, postal mail, etc.) as data gathering method
may also be used if the GOCC falls in any one of the cases below:

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

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

# |1 shall be noted, however, that the wo deta gatherdng methods cannal be used In combination. For exampbs, if
the GOCCHhird party decided to use telaphona interview, it must be used consisiently for &l the respondents
belonging to the same cusiomsa: lype.
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L.

3. The only available means of communication is through e-mail.

However, GOCCs that will use an online survey tool/platform for data gathering
should present a comprehensive quality control measure 1o ensure the validity
and reliability of data collected. The implementation of which should be
supported by a detailed guality control report.

if the contracted third-party of a GOCC has its own online survey tool/platform,
the usa of this survey method is allowed, provided that the third-party provider
will be able to present and submit a detailed quality control repont.

Attached as Annex A is the list of data gathering method per GOCC.

in the implementation of the CSS, GOCCs are expected to hire a third-party
provider to administer the survey, generate the data, and interpret the resull,
GOCCs are given the option to self-administer the survey but are reminded to
strictly follow the guidelines provided below. GOCCs that will conduct the survey
in-house should be able to present a comprehensive report on the procedures
and processes undertaken during the administration of the survey, including but
not limited to the quality control on data gathering (i.e. pre-test and spot
checking). Moreover, quality control/quality assurance (i.e. back-checking
and double encoding), data analysis and data interpretation should be
undertaken by a third-party and comprehensive documentation on the matter
should be presented as evidence of compliance.

SAMPLING PROCEDURE
A. FOR INTERCEPT INTERVIEW

A systematic random sampling shall be utilized following the steps outlines
below.

Step 1: Create a list of PSUs
Step 2: ldentify the number of PSUs to cover

Step 3: Identify the population and sample size and distribute sample by
sampling unit

Step 4: Compute for the sampling interval
Step 5: Determine the schedule of the survey
Step 6: Select the respondents using interval number

In case the GOCC has more than one venue where the survey can be
conducted, the first step is to select which PSUs to cover. PSUs could be
geographic areas, venues, offices, branches, stations, and other units of the
GOCCs which customers frequent to avail of the GOCC’s service/s,

Ideally, all PSUs should be covered but in consideration of time and budget
constraints, PSUs can be grouped together accordingly to form one bigger
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sampling unit (e.g. North Luzon branches, Mindanao branches). Sample size
should be allocated proportionately or disproportionately into the PSUs.

Once the PSUs have been identified, the day of the week and the time of the
day must be established prior to the conduct of fieldwork. The research
schedule will be based on the best judgment of the researcher and should
be agreed between the researchers and the GOCCs.

Researchers and GOCCs are reminded of the basic rule of spreading the
day and time of the research schedule to ensura that all possible segments
of the population are represented and that there is an equal chance for
customers to participate in the survey.

The sampling interval number will be used to determine which of the
customers will be invited to participate in the survey. For example, if the
sampling interval number is 10, then every 10" customer will be asked to
participate in the survey.

Note that for systematic sampling technique, aside from the sampling interval
number, & random start number shouid also be identified.

In cases when the selected customer does not meet the required recruitment
criteria or is not willing to participate in the survey, the field interviewers
should continue with the interval scheme in identifying the next customer,
until the required customer sample is met.

. FOR TELEPHONE INTERVIEW OR FACE-TO-FACE INTERVIEW

The selection of the respondents will be done through the systematic
sampling technique using a customer list provided by the GOCC. The
customer list must be complete with customer name and correct/updated
contact details.

The procedure for systematic sampling technigque for telephone interviews is
as follows:

Step 1: Create a contact list and identify population size

Step 2: Clean, segment, and group customers based on how data is to
be analyzed

Step 3. Identify sample size

Step 4: Compute for sampling interval number

Stap 5: Select the respondents using interval number
Step 6: Contact respondents for the interview

Researchers should identify a sampling interval number. The sampling
interval number will be used to determine which of the customers in the list
will be invited to participate in the survey. For example, if the sampling
interval number is 10, then every 10" customer in the list will be contacted
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and invited. In doing so, the customers may get equal chance of getting
selected to participate in the interview.

Note that for systematic sampling technique, aside from the sampling interval
number, a random start number should also be identified.

In cases when the selected customer does not meet the required recruitment
criteria or is not willing to participate in the survey, the interviewers should
continue with the interval scheme in identifying the next customer, until the
required customer sample is met,

The respondent may be interviewed instantly upon reaching him/her or an
appointment may be set with the respondent. In the event that the customer
is not available or cannot be reached, a maximum of two (2) callbacks will
be made. If at the second callback, the customer is still not available or
cannot be reached, the customer should be replaced by calling the next
customer in the list, still following the interval scheme,

FOR DOOR-TO-DOOR INTERVIEW
1. With Customer Listing

The selection of the respondents will be done through the systematic
sampling technigue using a customer list provided by the GOCC. The
GOCCs should ensure that the customer list is complete with customer
name, correct/updated contact details, and addresses.

The conduct of systematic sampling technique for door-to-door interviews
with listing shall be guided by the following steps:

Step 1: Create a contact list and identify population size

Step 2: Clean, segment and group customers based on how data is
to be analyzed

Step 3. Identify sample size

Step 4. Compute for sampling interval number

Step 5: Select the respondents using interval number
Step 6: Contact respondents for the interview

Researchers should identify a sampling interval number. The sampling
interval number will be used to determine which of the customers in the
list will be invited to participate in the survey. For example, if the sampling
interval number is 10, then every 10th customer in the list will be contacted
and invited. In doing so, the customars may get equal chance of getting
selected to participate in the interview.

Note that for systematic sampling technique, aside from the sampling
interval number, a random start number should also be identified.
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In cases when the selected customer does not meet the required
recruitment criteria or I5 not willing to participate In the survey, the
interviewers should continue with the interval scheme in identifying the
next customer, until the required customer sample is met.

The respondent may be interviewed instantly upon reaching him/her or an
appointment may be set with the respondent. In the event that the
customer Is not available, a maximum of two (2) callbacks will be made. If
at the second callback, the customer is still not available, the customer
should be replaced by visiting or contacting the next customer in the list,
still foliowing the interval scheme.

. Without Customer Listing (General Population)

For door-to-door interviews without listing, a multi stage sampling shall be
employed, following the steps below,

Step 1: Select sample cities or municipalities

Step 2: Select sample spots

Step 3: Select sample households

Step 4: Selection of the sample adult using a Kish grid

Within each study area, cities/municipalities will be selected without
replacement and with probability proportional to population size.

Once the cities/municipalities have been selected, the required number of
spots will be distributed among the sample cities/municipalities. The
determination of the number of spots must be roughly proportional to its
population size. Each municipality must receive at least one spot.

In each sample city or municipality, the required number of sample spols
or barangays will be randomly selected.

Spots or barangays should be classified into urban and rural. The
following interval scheme by urbanity is recommended:

a. Interval of five (5) in rural barangays
b. Interval of ten (10) in urban barangays

In each sample spot map, interval sampling will be used to draw five (5)
sample households. A starting street corner will be drawn at random. The
first sample household will be randomly selected from the households
nearest to the starting street corner, Subsequent sample households will
be chosen using a fixed interval of nine (9) households in between the
sampled ones and every 10" household will be sampled for urban spots
while a fixed interval of four (4) households and every 5" household will
be sampled for the rural spots.

In each selected household, a respondent will be randomly chosen among
household members who are 18 years of age and older, using the equal
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probability sample selection Kish grid. One (1) qualified male or female
respondent will be randomly chosen from among all eligible/qualified
respondents in the housshold.

in cases where no qualified respondent, the interval sampling of
household will continue until five (5) sample respondents are identified.

The interval scheme indicated above should also be implemented in (a)
replacing households; and (b) substitution of respondents.
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Substitution

Substitution of respondents (for selected respondents who are not available) will be
done only after two (2) valid callbacks. Substitution will be made only with a respondent
of the same socio-economic profile as the original cne — same age group, Socio-
economic class, gender, working status and from within the same sample spot.

Urban-Rural Cl ion:
A barangay is classified as urban if it meets any of the following:
1. It has a population size of 5,000 or more;
2. It has at least one establishment with a minimum of 100 employees;

3. It has five or more establishments with 10 to 99 employees, and five or more
facilities within the two-kilometer radius from the barangay hall. The
establishments include:

i, town/city hall or province capitol;
i, church, chapel or mosque with religious service at least once a month;
iii. public plaza, park or cemetery,

iv. market place or building where trading activities are carried out at least
once a week;

v. public building like school (elementary, high school, and college), hospital,
puericulture or health center, or library;

vi, landline telephone system or calling station or cellular phone signal;
vil, postal service or public fire-protection senvice;
vili. community waterworks system or public-street sweeper; and
ix. seaport in operation.
A barangay which does not satisfy any of the criteria above Is classified as rural.

% The definition is based on the Philippine Statistics Authorily's réport on the urban populatian in the country, which
provides infermation on the barangays classified as urban based on the 2003 (new} definition of urban aress. The
new definition of urban areas was approved by the National Statistical Coordination Board through Resoktion No.
9, geries of 2003, on October 13, 2003, 1 is used in this report for the urban-rural classification of all barangays,
excapl for the barangays in the Mational Capéital Aegion which were all automatically classified as urban
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IV. DATA COLLECTION
A. RESPONDENT CRITERIA

Customers can be categorized as primary or secondary. Primary
customers are those with direct economic transactions with the GOCC,
while secondary customers are external customers who are or may be
affected by the business of the corporation despite not directly engaged
with the economic transactions of the GOCC. For this purpose, the survey
instrument only covers primary customers.

Of the identified primary customers, the survey respondents should
satisfy at least one of the criteria below:

a. Current/on-going customers of the GOCC;
b. Has a current/active account with the GOCC; or
c. Had at least one transaction with the GOCC during the time of visit.

It is also crucial that the respondent criteria are time bound and the
respondent/customer should have availed of the services of the GOCC
within the year being evaluated.

The final criterion to be followed should be inciuded in the screener portion
of the questionnaire and should be clear among the interviewers to ensure
that the respondents to be interviewed are eligible and responses will be
relevant.

B. SAMPLE UNIVERSE

For data gathering methodologies which requires a list of customers (i.e,
Telephone Interviews, Face-to-Face Interview, Door-to-Door Interview with
Customer Listing), the sample universe should be provided to the
researchers prior the conduct of the systematic selection.

The sample universe refers to the names of the customers with their
telephone numbers (for telephone interviews) and addresses (for face-to-
face and door-to-door interviews).

To ensure the confidentiality of the list, the researchers and all their partners
should sign a MNon-Disclosure and Confidentiality Agreement which
contains the following items:

a. The list should only be used for the purposes of this particular
customer satisfaction survey and should not be shared with anyone
who is not involved in the project.

b. The masterlist should only be provided to the researcher who will be
doing the systematic selection. Al field interviewers should only be
provided with the list of customers that they will be contacting.
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a. The list should be disposed of properly or returmed to the GOCC. No
copies of the list, be it printed or in soft copy formats, should be left with
the third-party agency.

In order to eliminate bias, GOCCs should not inform their customers that a
customer satisfaction survey will be conducted. Instead, GOCCs should
provide a letter to the third party service provider stating the purpose for
which the CSS is conducted and providing authority to the third party
service provider to collect data on their behalf, The letter will be shown to
the respondents before the conduct of interview proper. At the minimum,
the official letter must contain the following:

a. Information about the third-party agency and what they will be
conducting;

b, Purpose of the research;
c. Invitation of customers to participate in the survey; and
d. Assurance of confidentiality.

C. SAMPLE SIZE

In practice, market researchers typically use a combination of rules of
thumb, area coverage, and understanding of client’s needs in terms of
analysis and implementation when working out the sample size.
Constraints on resources — budget and time — also set the limit on the
sample size.

For the purpose of the CSS, the sample size is set depending on number
of primary customers per customer type. The required sample size per
customer type are as follows:

a. 500 for nationhwide coverage — MOE of +/-4.3% at 95% confidence
level

b. 300 for area-specific coverage —~ MOE of +/-3.6% at 85%
confidence level

c. 100 for customer type with small universe or when the number of
the total primary customers is not enough to reach al least a
sample size of n=300 for the survey —~ MOE of +/-9.8% at 95%
confidence level

The results should only be read at the total level. No further
breakdowns can be made as the sub-segment reads will not be
conclusive due to a very small sample size.

d. Total universe should be targeted as survey respondents for
customer types with total primary customers of less than 100,

g. At least n=100 should be targeted for each sub-segment (e.g.
region, age, gender, étc.) for data to be analyzed, if needed
MOE of +/-9.8% at 95% confldence level
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MNote that the required sample size is considered as the minimum sample
size.

To illustrate:

Sample 1: GOCC A whose business has a nationwide
coverage has both individual and business customers. The
total number of individual customers is 10,000 and the total
number of business entity customers is 8,000.

Required minimum sample siza:
Individuals: 500
Business Entities: 500

Sample 2: GOCC B whose business has a nationwide
coverage has both individual and business customers. The
total number of individual customers is 10,000 and the total
number of business entity customers is 10.

Reguired minimum sample size:
Indhiduals: 500
Business Entities: 10

FREQUENCY OF DATA COLLECTION

In order to properly monitor the GOCC's customer satisfaction rating, the
CSS has to be conducted annually. However, for GOCCs that observe
seasonality (i.e. peak season and |ean seascon), the survey should be
conducted for each season as we can expect variations in company
operations, customer behavior, among others, which may have an effect on
the results of the survey.

Except for intercept data gathering method, GOCCs are allowed 1o
conduct data gathering/survey until January of the succeeding year,
provided that the Final Report and other supporting documents are made
available by March.

AREA COVERAGE

Primary area coverage for the study depends on where the customers of
the GOCCs can be contacted and interviewed. Essentially, it is where the
PSUs are located such as geographic areas, venues, offices/branches,
stations, and other units where we can get our sample.
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V. DATA COLLECTION INSTRUMENT

The quantitative study will make use of a structured questionnaire, which will
ensure consistency all throughout the project and eliminate interviewer bias. This
gueslionnaire ensures:

= More rigid style of interviewling;

= Prasence of close-ended and open-ended questions;
= Highly structured way of questioning, and

= Assigned of numerical values to responses.

The length of the interview will be 15 minutes at the maximum, particularly for
telephone interviews and intercept interviews, as lengthy interviews often result
in higher refusal and drop-out rates.

For door-to-door interviews, a lengthier guestionnaire can be accepted but the
survey should not exceed 45 minutes.

The actual length of interview will be determined during the pre-test of the
questionnaire. Should the gquestionnaire be longer than 15 minutes, the
information coverage will be reviewed and checked for prioritization of questions.

The questionnaire is composed of three (3) sections:
(a) Screener
(b} Main questionnaire
» Transacting with GOCGC
» Overall Satisfaction
# Execution of Service
(c) Socio-Demographic Profile

Questions under the Main Questionnaire are fixed and may not be altered,
modified, or deleted. GOCCs may only add service or product specific
guestions, under Execution of Service section, without the need to secure prior
authorization from the GCG.

A 5-point Likert scale shall be used for the overall satisfaction rating guestion that
determinas the level of satisfaction/dissatisfaction of the customers.

‘Meither
i v
S;:IEH:IFad | Satiafied Eiaﬂrlnfrim Dissatisfied | o, ¥y
Dissatisfied
5 4 3 2 i

Explanation of the scale should be read out to the respondents while showing
them the showcard of the scale. This should be done before any of the rating
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questions are asked. Interviewers should explain the scale repeatedly through
the conduct of the survey until the respondent gets used to it. Below are the
explanations of each point in the scale:

Performance of the GOCC meets and exceads the needs
and expectations, to the benefit, of the customer. The
sarvice was provided with few minor problems or none at
all, If there were few minor problems, a corrective action
might have already taken place which is deemed highly
effective.

Performance of the GOCC meets the minimum

expectations of the customer. The senvice was provided

Satisfied with few minor problems or none at all. If there were few |
minor problems, a correction action might have already

taken place which is deemed highly effactive.

This is the midpoint in which the respondents cannot truh,r

pick a side in the spectrum. Howaver, this does not mean
Haitl;;gﬁ:&:l:;ﬁ:;! that the respondent has no opinion or does not know.
i Performance of the GOCC neither meets nor doesnt meet
the minimum E.-xpemauuns of the customer.

Performance of the GOCC does not meet the minimum
expectations of the customers. There are a number of
elements or aspects in the GOCC's customer service that
reflects a problem for which the GOCC has not yet
identified corrective actions. If there were corrective
actions, then the action is perceived by the customer as
ineffective or has not been fully implemented to be
effective.

Performance of the GOCC does not meet most or did not
meet any of the expectations of the customers. There are
" a number of elements or aspects in the GOCC's customer

Very service that reflects a serious problem for which the GOCC
Dissatisfied has not yet identified corrective actions. If there were
corrective actions, then the action is perceived by the
customer as very ineffective or has totally been
disregarded.

Very satisfied

Dissatisfied
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Vi. DATA COLLECTION QUALITY CONTROL

To be able to ensure that the data gathered from the CS5S is of highest quality
possible, the following quality control procedures should be set in place:

A. PRE-TEST

A pre-test shall be conducted to test the instrument in an actual
respondent/scenario to:

a. Ensura clarity and comprehension;
b. Check for bias;
¢. Assess interview length; and

d. Anticipate possible issues on field and agree on resolutions prior the
training proper.

Documents
a. Survey Instrument
b. Stimulus Materials

Deliverables to be Submitted:

a. Pre-test Results = GOCCs are required to pre-test at least three (3) to
five (5) respondents for each customer typa, depending on the size of
its population/customer base. For GOCCs with a small customer base
(n<100), at least one (1) respondent per customer type Is acceptable.

b. Pre-test Report — The report documents the issues, challenges and
other insights and relevant observations gathered during the pre-test.
It contains document agreements/resolutions agreed upon during the
pre-test discussion between the GOCC and third-party service
provider.

B. TRAINING
Training is given to team members, specifically the field team to:
a. Give an overview of the project, its design and objectives;
b. Train on sampling procedure and selection of respondents;
c. Brief on the questionnaire administration;
d. Practice skipping and routing of questions; and

&, Do mock interviews amongst themselves to familianize themselves
with the questions and to test their comprehension of the instructions.

Documents Needed:

a. Survey Instrument
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b. Stimulus Materials

. Training Manual

Deliverables to be Submitted.

a Training Report — The training report documents the issues,
challenges and agreements/instructions relayed during the briefing.

. DOBSERVATION

Researchers and/or team leaders should observe and conduct start-off
within the initial days of fieidwork to monitor if the sampling procedures are
well-understood and to check if the questionnaire is implementad properly.

The first set of accomplished questionnaires will also be chacked by the team
leader or supervisor and/or researcher to check for consistency and proper
filling-up of the questionnaires (for PAPI only).

Clearing/debriefing sessions should be conducted, as the need arises, in
order to clarify pending questions and provide additional instructions to the
field team.

Documents Needed:
a, Survay Instrument
b. Stimulus Materials
Deliverables to be Submitted:
a. Observation Report
b. Clearing/Debriefing Report
. SUPERVISION AND SPOT CHECKING
Spot Checking

Spot checking involves going to the data collection area to check among
athers if: (1) interviewers did proper sampling; (2) proper skipping was
implemented; (3) interviewers are indeed in the area covered by the study;
(4) or interviewers are interviewing correctly.

Supervision

A field manager will ensure the proper field implementation of study content
and distribution and scheduling of visit.

The field manager shall also be responsible for the conduct of training of
interviewers, assisted by field supervisors who will supervise the interviewers
together with the group leaders.

Supervisors will be tasked to monitor the study full-time. They will observe
actual interviews, follow-up and do surprise checks on the research team.
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Supervisors will observe at least 30% of the total sample size. They will also
ensure that field logistics are received promptly and administered properly

Deliverables to be Submitted:

a. Supervision/Observation/Spot Checking Report
b. Fieldwork Progress Report
BACK-CHECKING

Back-checking is the subsaquent re-contacting or revisiting respondents to
check whether the interviews were conducted and completed and whether
the responses recorded by the interviewer were consistent and accurate. As
a standard, at least 30% of the total sample size should be back-checked. A
combination of phone and in-person back-checking should be done.

Deliverables to be Submitted:
a. Back-Checking Report

b. For CAPI surveys, report on automated checks which will contain the
following information:

i. Schedule of Automated Checks Conducted

ii. Checking of Administrative Variables to Monitor Data Quality
« Total Completed Output per Interviewer varsus Sample Size
« Total Output/Productivity per Day
« LOI Checks
« |nterview Gap between Successive Interviews
« Areas/Spots Coverad per Day
« Interview Done in Odd Hours
» (Geocodes
« Duplicate Contact Information

iii. Interviewing Issues
« Audio Recording Problem

Administration Problems

Non-responses

Response Pattems

As part of the ESOMAR codes and guidelines, the identity of the respondents
will be kept confidential from the GCG and the GOCCs. If there is a
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requirement from the GCG or the GOCC to reveal the identity of the
respondents, the consent of the respondents will be sought for, It should be
noted that the informafion on the identity of respondents will only be limited
to their addresses/locations. Howeaver, if the respondents want to keep their
locations/addresses confidential and detached from the survey results, this
will be adhered to by the researcher.
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Vil.

DATA PROCESSING
A. FOR PEN-AND-PAPER INTERVIEW (PAPI)

1

Field Editing

Afler every data collection day, the field imtenviewers are to go over their
work in ordér to ensure completeness of data. All accomplished
instruments will be submitted to the assigned group supervisor. The
group leaders/field supervisors will be the one to check the completed
outputs before the field team leaves the location. Field supervisors will
conduct a final consistency check on all putputs prior to coding of
responses by trained coders.

2. Coding

Open-ended questions in the questionnaire will be coded, and code
frames will be created to facilitate processing of data.

3. Data Encoding/Entry

Once the questionnaires have been cleared and coded, these will be
sent over to the data encoders for data entry.

A data entry program will be used during data encoding to verify and
conduct consistency checks on the encoded data. The data capture
program can incorporate validation/cleaning fitters to screen valid and
invalid answers based on the consistency checking of the questionnaire.

Depending on the complexity of the questionnaire, fifty percent (50%) or
one hundred percent (100%) of each data encoders work will be re-
encoded fo ensure accuracy of data entry. After double-encoding the
data separately, the two datasets will be automatically compared, and
discrepancies will be verified and corrected accordingly to form a single
dataset.

4. Data Processing

Once data has reached zero error, data will be prepared for table
processing. Data tabulation specifications or tabspecs will be developed
by the researcher, for approval of the GOCC, as reference of the data
processing team. The tabspecs will include the following key details:

a. List of tables with table titles and base descriptions;
b. Segments to be read in the table banners/headers;
¢. Stubs or list of responses;

d. Formatting of the tables;

e. Filters/logic checks, and

f. Weights computation {for disproportionate sampling).
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The data table processing will involve descriptive statistics and several
cross-tabulations, depending on the data requirements.

All tables will also undergo statistical tests for groups to measure the
variance among the existing groups/segments in the sample. This
significance testing should be done at 85% confidence level, but may be
at 90% confidence level, depending on the guestions that we are testing
for significance.

B. FOR COMPUTER-ASSISTED PERSONAL INTERVIEW (CAPI)
1. Transfer of Data

Interviewers are instructed to sync or upload data to the server on a daily
basis before 10PM to help monitor fieldwork progress every morming.

2. Data Extraction

interim data shall be extracted and submitted within the first full week of
data collection to have an initial review of the data, to check for
completeness, accuracy of skipping and logic checks programmed in the
survay, and other issues affecting quality of data collection. Data will also
be extracted regularly to check for the survey progress and will be
forwarded and be used by the quality control team as basis for the spot
checking and for the quality control measures highlighted in Part VI: Data
Collection Quality Control,

After fieldwork completion, the complete dataset will be extracted for final
validation and cleaning prior to processing.

3. Data Processing

Once data has reached zero error, data will be prepared for table
processing. Data tabulation specifications or tabspecs will be developed
by the researcher, for approval of the GOCC, as reference of the data
processing team. The tabspecs will include the following key details:

List of tables with table titles and base descriptions,
Segments to be read in the table banners/headers;

o @

c. Stubs or list of responses;
d. Formatting of the tables:
a. Filters/logic checks; and
f. Weights computation (for disproportionate sampling).

The data table processing will involve descriptive statistics and several
cross-tabulations, depending on the data requirements.

All tables will also undergo statistical tests for groups to measure the
variance among the existing groups/segments in the sample. This
significance testing should be done at 95% confidence level. but may be
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at 90% confidence level, depending on the questions that we are testing
for significance.
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Vill. ANALYSIS PLAN

The analysis plan will serve as the basis for the preparation of the Final Report.
The results shall be analyzed looking into the following segments, as may be
applicable:

« Total
« By Customer Type

o General Public/individual Customers
o Businesses/Organizations
By Area (depending on the sample area coverage)
o Total Luzon
o Total Visayas
o Total Mindanao
By Region or Key City
By Type of Service Avalled
By Rating
Drivers of Satisfaction (derived importance)

Depending on customer type, the following demographic segmentation may also
be looked into:

« General Public/individual Customers

o Gender

o AgefAge Group

o Working Status

o Educational Attainment
o Civil Status

« Businesses/Organizations

o Type of Business

Industry

Products

Business Size

Mumber of Employees

Hevenue

Year of Establishment

Position in the Organization (respondent)

Years in the Organization (respondent)
Decision-Making Role in the Organization (respondent)

aa Q00009

The above segments should only be read if sample size allows or if sub-
segments are n=100. If the GOCC's total sample size is n<100, it can only be
read at a total level,
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IX. PROJECT TEAM

The third-party service provider to be contracted by the GOCC is recommended

to follow the structure below, to promote an organized and efficient working
environment.

Assistant
Project
Managers Dverall

- Project : — Project Manager
Manager

Statistician

//Ja\\_

Overall Field

: Processing
S ‘\ Manager

Owverall Data

Data Processing
Coders Supervisor
Fleld Supervisors Back-Checkers Digital Operations
Supervisor OR
Translators Encoding
Supervisor

J t

Data Processing
Assistants

Group Leaders

!

Field
[nterviewers

Programmers OR
Encoders
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The table below provides the minimum prescribed task per project team

membar:

Position

Mumber

Task

Overall Project
Manager

1

Oversees all activities of the study

from start to finish ensuring that
project objectives are realized I
Monitors the operational details of
the survey and work closely with
field and data  processing
departments in meeting client
expectations

Should be present in major meetings
and trainings

Should approve the questionnaire,
tabulation specifications and report
draft

Presents the findings to the GOCC

Assistant Project
Manager
Statistician/Assistant
Project Manager

Assist the Owverall Project Manager
in monitoring the survey and
following through to completion
Should be present in all meetings |
and trainings

Prepares the fieldwork materials (i.e.
questionnaire and other stimulus),
data specs, and repornt

Conducts statistical analysis on the
data

Field Mﬁnager

Duers-ees all fieldwork activities of
the study from start to finish ensuring
that project objectives are realized

Monitors the field operational details
of the survey and work closely with |
research and data processing |
department in meeting client
expectations

Data Processing
Manager

| Oversees all data processing |
activities of the study from start to
finish  ensuring that project
objectives are realizad

Monitors the data processing
operational details of the survey and
work closely with research and field
department in  meeting client
expectations
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Position Number Task
Field Supervisors Depends on | Supervise during fleld activities
Area (recruitment, interviews, etc.)
Coverage; At
Laast 1 per
Major Area |
Data Processing 2 Assists the Data Processing |
Supervisors Manager in data processing related
activities (programming, finalization
of the script, checking of data
completion, data processing and
data cleaning)
Programmers/Scriplers 2 Programs the survey instruments
| (including checker) into & survey link or an encoding
script
~ Data Processing 2 Checks completion, process the
Assistants (including data
checker)
Group Leaders At Least 1 for | Assists the field supervisors in field
Every &5 mionitoring
Interviewers |
Field Interviewers Depends on | Conducts  the  interviews/dala
the Sample | collection
Size;
Maxirmum
Number of
Interviews
per
Interviewer
should only
be 15% of the
Total Sample
Coders Depends on | Codes verbatim responses
the Number
of Questions
to be Coded
Field Cuality Depends on | Checks quality and validity of the
Checkers/Back- the Sample | interviews/outputs
Checkers Size; Should
be able to
Back-Check
at least 30%
of the Total
Sample Size

Page 28 of 32



For GOCCs conducting the survey internally, the following tasks should be
assigned exclusively to a person, at the minimurm:

Position Task
Project Manager Oversees all activities of the study from start
to finish ensuring that project objectives are
realized

Prepares the fieldwork materials (i.e.
questicnnaire and other stimulus) and data
SpECs

Conducts statistical analysis on the data
Responsible for analysis and report
preparation

' Presents results

Assistant Project Manager | Assists the Project Manager in  the
implementation of the survey

Field Interviewers Conduicts the interview/data collection
' Data Encoder ' Encodes completed questionnaires
Data Processor/Tabulator I.:'Ec.ésﬁeaﬂ;ﬂﬁiétss 'th_e encoded data
Quality Checker Checks qualty and validty of the
interviews/outputs
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STATUS REPORTS AND DOCUMENTS FOR SUBMISSION

As a monitoring mechanism, GOCCs are required to submit a status report on
the CSS activity as part of the Quarterly Monitoring Report for its annual
Performance Scorecard. Accordingly, the following documents are required to be
submitted to support status update as reported.

r = Elvlty Document for Submission Due Date
Survey Instrument
. . Quarterly
Stimulus Materials g
: n
R Pre-Test Results gy
. Pre-Test Report
| Survey Instrument a iy
: uarle I
Training Ehm:.Jllus Materials Monitoring
Training Manual Aeport
Training Report. |
Survey Instrument '
Project Kick- Stimulus Materials 'ﬁ;‘rﬁntf Hiyg
off/Start-off Observation Report Repart
Ciearing/Debriefing Report
: Supervision/Observation Quarterly
I ij-an{:t;ﬁ = Report Monitoring
i e Fieldwork Progress Report Report
Back-checking and | Back-Checking and Spot h?; ﬁhﬁﬂ?
Spot-checking Checking Report Report q
= Spot Checking Report for Annual
Data Processing Data Processing Accomplishment
- Data Quality Control Report Report
' Annual
Analysis Final Report Accomplishment
Report

The following analyses are the minimum required information to be presented
in the Final Report:

a. Data Gathering Methodology (l.e. sampling procedure, total primary
customers, sample size used, survey methodology, frequency of data
collection)

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

c. Awveraging of the Overall Satisfaction Rating
d. Comparison of Current Year Ratings versus Previous Year Ratings
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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

. Deriving Importance®
Correlation

Derived importance may be determined by correlating the satisfaction levels
of each attribute (independent variabla) with the overall satisfaction rating
(dependent variable), as well as other critical performance metrics. The
higher the correlation, the higher the influence a particular attribute has on
overall satisfaction, and hence, the more important it is.

Kruskal Analysis

The Modified Kruskal Analysis, a tool for measuring the power of aftributes
in driving a dependent variable, may also be used to determine derived
importance. The assumption behind the Kruskal Analysis is that variables
which exhibit strongly similar patterns of response to some dependent
variable, such as overall satisfaction, are causally linked to them.

The analysis approach uses the concept of partial correlations, where the
correlation between two variables is obtained when the effects of other
variables are removed. The key argument for using such procedure would
reduce the impact of collinear variables and provide more robust estimates.

g. Plotting in a Scatter Diagram

To determine where attributes will fall under, derived importance score per
attribute (coefficient percentage of each variable) can be plotted against
satisfaction score per aftribute (either mean rafing or percentage giving it a
high rating) in a scatter diagram. The scatter diagram will be
divided/sectioned by getting and crossing the mean scores of each of your
axis. See lllustration below:

Average Performance
Attributes Derived Importance Score
Staff Courtesy 19 4,83
Prompt Service
Delivery 9 . 4.52
24,7 Support Line 9 4.91
Online Support 10 4.34
| Staff Competency 9 4.24
' Office/Service Area
Claanliness 6 | 4.17
Trustworthiness B | 3.85
Reasonable Es_ss 7 . 4 b

B Mol applicabs o sustomes typag with sample sizs of n=30,
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Average Performance

Attributes Derived Importance :
Accessible Service
Areas o " 4,96
Staff Professionalism | 13 _ 4.3
Mean ' 10 4.41
... | - T
[ ]
™ P o Py

(=1}

J

: ——

= o

5

b= st bl

= » g e b .

& e @ g I

7]

o

3 gpisiess

-

- [ RPFT= T

11
DERIVED IMPORTAMNCE

There will be four boxes in this scatter diagram, where attributes will be
plotted:

important and high rated — CORE STRENGTHS to maintain and
communicate

Important but low rated — CRITICAL GAPS to focus on for
improvement

Mot important but high rated — SECONDARY ATTRIBUTES to
maintain and support

Mot important and low rated — LOW IMPACT ATTRIBUTES to monitor
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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.

7
/&.’h ’1\
v"' } v{\j

[ /|
A
Digitally signad by:
CHAIRMAN SAMUEL G, DAGPFIN, JR.

P ' e ]
y W : -
A g BT —

Digitally sigred by: Digrtally sigried by
COMMISSIONER MICHAEL P. CLORIBEL COMMISSIONER MARITES ©. DORAL
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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.



10.

11.

Additional Guidelines in the Conduct of the CSS for 2020
Page 2 of 3

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.

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.

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.

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.

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.

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.

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.



Additional Guidelines in the Conduct of the CSS for 2020
Page 3 of 3

12. GOCCs shall report the actions they have undertaken, or have opted to
undertake, for the conduct of the CSS for 2020 in their 3" 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.

Digitally signed by
Dagpin Samuel
Gallemit Jr

SAMUEL G. DAGPIN, JR.

o Chairman
Digitally signed by / Digitally signed
3,15.._#1:-'5&_'.‘« Cloribel Michael 'ﬁ'}f' by Doral
Paquera L f Marites Cruz
MICHAEL P. CLORIBEL MARITES C. DORAL

Commissioner Commissioner
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02 March 2020

MR. SILVESTRE C. AFABLE, JR.

Chawperson

MR. ALLAN R. GARCIA

President and CEQ

JOHN HAY MANAGEMENT CORPORATION {JHMC)
John Hay Spedial Economic Zone

Camp John Hay, Baguio City

RE: TEANSMITTAL OF SURVEY QUESTIONMAIRES FOR
THE CONDUCT OF CUSTOMER SATISFACTION
SUAVEY STARTING 2020

Dear Chairperson Afable and PCEQ Garcia,

This is o formally transmit coples of the survey questionnaires for individual
{paying tourists) and busingss arganization (locators and event organizers) customers
of JHMC, As initially informed through our letter dated 24 September 2019, 1he
Enhanced Standard Mathodolegy ob the Conduct of Customer Satisfaction Sureey,
togethar with these gqueslionnaires, will be ulilzed starting 2020,

We take this opporunily to remind JHMGC to strictly adhere 10 the slandard
guidelne In the mplamentation of the annual customer satisfaction survey.
Moddlcation or atteration of the transmilted guestionnaires remaing prohibited.
However, GOGCs may add questions specific to thelr products and services, as long
as the survey Instrument remaing in accordance with 1he guidelines prescribed.
Additicnal information on the condhuct of the customer satisfaction survey can be found
in the GGG website al https/figeg.gov. phisilefpublic_liles/gog1 525769934, pdf and
https:/igoeg. ooy phisite/pudlic_files/gogl 569362256, pdl,

FORr NFORMATION AND COMPLIGNCE OF JHMC.

' Rk ly recsved by the JHNG on 28 Sepramnde 2015,
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CUSTOMER SATISFACTION SURYEY

JoHN Hay MANAGEMENT CORFORATION {JHMC)

INDIviDUAL CUSTOMER: TOURISTS (PAYING CLIENTS)

L S rmppm

G STHNNARE
HUMBER

RESPONDENT NFORMATION
Respondent Name Time Start fin 24:04)
respondart Bddness Tirme Endd 1in 2400}
Respandant Fhoae Raepondant Phone R o
Mumber (Houes} Mumbsar [Mobile)
WTERYIEWER INFORMATION
Intery besrer Hame O of Indenviawr
Inkrulewar HO i Tama of Imtenviawr
QUALITY CONTROL CHECKS AHD VALIDATIONE
Winessed'Valdnisd by | Eciled by
wangssalidation Dars: | Dwe of Edivog
m Lignalura
Cuality Chscked by Doty Funched by
| Eluality Chek Clete ' Dats Punch Dane
Signabare Eil;.malur«r
Obnerved by 3 | Cleared by =i
Cibespryaion Qade Clearrg Date
Srnate S
?Iﬁh-l:hlﬁlllﬂ by )
Backohech Date
e
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INTRODUCTION

A3 part of the govamimeant's indalive 1o deepen cfizan panicDaLon in Joweinment ropassss, parkcularly
w1 e dativery of prociucts andiar Sernces, we are conducting this survey 10 4augeé customer zatislpctian
on the sandces of the JOHH HAY MANAGEMENT CORPORATION {JHMC), We would appreciate if you
cauld Epars 4 few minutes of your timw 1o partoipate mogur survey_ Your inssghts will greatly help the
JHMC improve its product andior service defvery and mesl your expectations 1o sarve you batla in the
future. Pleass ba azsured 1hal 2l ancwars provided will be kapt in striciss contidendatity.

Arry infornation that is obieined in connactlon with thes study and that can De |dentilied with you will rarnain
confdentlal gnd will be dscised onty with your permission, By 1Ikng out the survay B, you ars glving
ottsant b the [AESEARCH AGENCY/GOCC] in process 4l the eovided infonmallon. As the data subject,
you have the right 1o access and aak for changing or deleting your persanel data, which will ba kept by
the |[PESEARCH AGENCYEOCC],

lam haen [FESEARCH AGEMNCY]. & markel resaarch company. | will bs your
Intervbawar for today.

SCREENER
51, Are you or any of your chse i CODE | ROUTE
tammityfralatives working with JHIMC? Yes 1| Close menvigw
Ha = | Procesd fo 32

S2. Which of I following service's did You | TCODE | ;
avall Irom JHMC in dueing this visit? Ada] | [SERVICE A [ 1 ]

| [SERVICE 8] 2| pracasd

| [SERVICE C] | ¢ to

| Othesrs (pla. speely) [ 4 | _

[ Did ngt gwail of W sarvices| 29 '

o JHMG in [SPECIFY Cloes inderylew
YEARL .
NOTE 170 GOGC: st all possibie services that may be avaled,

Customey Safistgciion Survey « Suesfionnaire Memtne 2



MaiN QUESTIOMNAIRE

PART 1. TRANSACTING WITH JHMC

(M. How long heve you besn syaiing B | CODE
services from JHMCT Lass tan a year -t
[ 1 —2years g l
| 3—45 vears
NO. OF YEARS: e iDieas 3
NO.OF MONTHS: | Mgra than 10 years >
| Don't kegwifrefused L%

|
G2 Thinking  aboul  al  your ! CODE
deallngsiransacons  with  JHMG  las Phna call ,
ISPECIFY YEAR], in whet ways ded you | pa)l delivery
Iransact wilh fu=m? [MAf sendtext / SMS massyna
| Crtlires
| Miskwebsta 000 !
| Send email e 1
| Chat wsing apps (8.0 Viber, WhatsApp,
Lina, Fatebook meassenger, Skype, Me )
Caonnactad 10 their social meadia accounts g
{&.0. Facebogk, Twittar, binkedla,
Instadram, ake.| 1
Qthers, pls. sty 1 9

LD P | ==

ﬂlmm

35, Where do you mest alen get 1 | GODE |

. . ; ; - =
informtioe: 2bout JHRC amd s Services Mo mrstion degk

Websie

" FhoneMailine
" Socigl media (Tpacdy )
| Corferences
| TexSMS
| Bullating
| hers (Specity ) |

e

W~ ) | F=| LB B3| =

PART IL OVERALL SATISFALTION

NOTE TG INTERVIEWER: Fov QM. prasent showissig balow winie askng satsfachanis satrsfaclion
FRl frreshons. Do mat stolirde Md fn e shoktand.

Q4. Chorall, how satistled or dissatislied you ars wih the service provided by JHWMCT Plaase uss this
rallng 5cal2 whend 5 means very salsfimd, 4 mesns satstiad, 3 means nelther satisfied nor dissallsfiad,
2 means dissatishad and 1 means very dissalstied How would you rete JHMC on the averall? fSA7

ﬁw:muwﬂﬁﬂfmm uashanraie MNurrtgr )



Duveradl
Saiizfaciion K 4 3 2 1

Reating

Q5. Why dio you say that you are [RESPONSZE in Q4] wilh JHMC? What ¢lea? Any olhas tersons?

HOTE TO INTERVIEWER: ASK SPONTANEDUSLY. PROBE UNTIL RESPONDENT SAYS NOME.

| TN OF

MOTE TOINTERVIEWER: For 06, prsen! showvegdd halhy wilie Asiirg] feva! of 3Qresment QuesIens.
Dir ot it P w0 TAR showveard,

CI6. Mover, war will t88: Boour the different aspects of JHMC's services Using this ratlng scale where &
maans strongly agres, 4 MeARs Bores, 3 means oeiher aqras nod deapes. 2 means disagree and 1
means sirongly disageee, plepas kit us know how Much yeu agrée or disagrse with tha stalemants that
| 3am going 1 read out. Lat's slart with, ., [READ OUT ATTRIBUTES]. [S4 per attribule]

NOTE 7O INTERVIEWER: Aead atfriwtes one gt o s and wal for the respondend’s arswer, Do mor
Idave any Manks IF the attdbite i ol appticaiva o the respondant says Don? Kaow” even alter
Proimg. mank g5 AA,

SlaH
JHMC's stalt. .

treats custamers with respect ] 4 3 z 1 o5

sinctty and fairky smplamanis the polcies, i
rukes end requiptions [e.g. no S 4 3 2 1 o
discrmination, ne “palakasan’ system)

Gt SArHaOLmT ey - Quiestionnaiie Mumbsr - 4



domvntime, loads essly)

Cusiommar Salisfectian Sungy - uesiicnrams Nomber

Neither #] SD MN/A
are knowladgeabie and compalant o 5 5 ] bg
skilled in dalraring the needed sarvices
proruikes claar and sufficient infonmalion
iz, Sobtions b problsees, Snswers 1o 9 5 1 b
inquiries, and infarmaton ¢n products
and aerices) !
addresses QuehaE CONGEMS I 3 profpl 5 2 i o
LENLLY
demonsirales wlllngneass o agsist % > i 90
CUEamars |
fs 2asy 1o contaid 3 2 1 o)
appaars neat, well-dresaed, and » 5 1 9
professional
Conveys Iust and ganfidance 3 2 1 ]

| Tourisd = Seryicos J
Bodakireg and resandatlon are smple and a4 5 1 g0
aasy

I
Terms and condifigns (@.9., paymenl
terms, penahbas) ana chear and 3 2 1 ]

| redscnable |
Pricea otler gacd walua far mongy | 1 2 1 a
Priges ava comparable wilh thal of other | 3 | o | 3 ae
mvanis phace
Parking spaces arm sasily sccessible 3 |2 | 84
Claanliness and ambiance of e | | :
sUmoUndings are rhgintdined before the 3 2 1 o4
eveni
Hisdorlc 2 hiskonis architechars is | 3 > i 2%

[ eserned .
Toarisl infarmation are available 3 2 1 = I
| e E—
Sabety wilhin the ansa 2 2 1 .
Inhosmateon and Comemmkcalion i
Informaton from JHMC s |
easy ta obiain | 3 2 | % |
| clear and rekvant | 3 2 | 0 !
Information and Communication Webeis) '
JHMOC'S wakbsita_
5 avalable end accassbie (8.9, m 3 2 1



06 ¥ | SA | A | Nefther so | wa
s 3 WL |
Somlains e mkematon negded & 4 3 | 1 o9
K5 usaraiandy 5 4 3 1 =
it seturad 5 L 3 1 o5
alrets Handling and rd4 Kaapi
Flitigy ¢ SarrpladnLe. b 23y am
aystamatic 5 4 3 1 e )
' Complants are resghoed within
prascribad tmetrams B 4 3 1 o
I Resofullons to complamts are
safistactary/acceptable G 4 3 1 39
| Fagilities (Otfice)
Slpnages are visible 2nd readabie (8. |
Citizen's Charter, steps and procediNas, 5 4 3 1 o9
direcrional Sianafges) |
| Office premises are claan, ardsrly and | 1
well-mainiained ° & 3 ‘ ¥
Cfice premisat are wall-ventlated and |
b S ghdang 3 1 3 _ 1 e
- .  —— —_—L. |
CHifice premises are safe and sooure
(&0, with gecurity guart) 2 4 3 | 1 ¥2
Crifice has saparate lane bor serior & 4 3 1 =0
citizens, PAYDs, pregnant wonen
Seafingis adequate and combortable | 6 4 3 | 29

Q7. Whal aré your sigesians bor the Improvement of JHMC's senaces? What elze? Anything else”?

NOTE T INTERVIEWER: ASK SPONTANEOUSLY. PRDBE UHTIL RESPONDENT SAYS HOHE.

Cusirme: Sans o _E“unrnf -Guesr.u:u_rrnm PorrmIEnR




Socio DEMOGRAFPHIC PROFILE

GENDER Male 1 Famals 3 | HATIONAUITY

|
' sngle 1 Separated 3 | WORKING STATUS
Martaid 2 Widow! 4 | Working 1
CNIL STATUS Widguwer Studying 2
|kaingf$ml:l'yin5] i
| Mg wodknninol studying 4

" REGPONDENT AGE GROUF  Aciug]

i W WORKING: OCCURATN

[1&=-25 1 IE=al 4 SE -6 8
|2&.30 2 41—a5 & 61-65 10
|3=35 3 4#6-50 © Anowe 65 11 |
1 =23 T _!
EDUCATINAL ATTATNMENT COMTALT DETAILS |
Mo formel aducation 1 S vocalonal 6 | Landsne: -|
Some alementary 2 Coampleted wopatonal 7 E;Ibhcmi: |
Completed slemantary 3 Same college g | y— |
Spm high aebonl 4 Compiated colloge a | |
Complawd high schogl 5 Post grecuats 1p | OMice landhng:

CHbvar coniact efo;

| cecdare that tws infendidw Ras Desn
carngd out Sincthy it Acsordance with your
specification and hag been conducied
within the ESOMAR Code of Conduct
with B pErson unkmeom K e,

Intarviawers Signaturs

Supeery|sors Signatucs

Crrs i Sangfaeiot Suoy GQusstiannaia Mt
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CUSTOMER SATISFACTION SURVEY

JOHN HAY MANAGEMENT CORPORATION {JHMC)
BusINESS QAGANIZATIONS: EVENT DRGANIZERS

CRIESTIMHHAIRE
HUMBFR

AESPOHOENT IMFOAMATION

Appppndent Narme

Tirrew Stant (in 24 00)

Respondant Addrazs

Tt Enid (ine 24.00)

Regpongden] Phong
Humba (House}

Fasg-ordan Phane
Favimieir {Plcakd g

INTERVIEWER IMFOHMATION

Interviewer Name

Date of Interienw

Interviawer 1D Time of Inbarer
GUALITY COMTROL CHECES ANC YALIDGOTION S
| WitnessedValidated by Edited by
W s kbl bon [harte: Cate of Eclng
Zignalure . Skiniure
Cuality Cheoked by Daln Pum:had:y a
| Cluality Crack DMe Dt Purich Dade
fﬂugT — Slgnature
' Observed By Clearsd by
ClEganryalica Dot Clearing Crabe
Fignatre Slgnanure
Bach-aiiwched by .
Sachenac Dot
i- Shgriabyna B
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INYRODUCTION

As part of the govarnment's inifiative to deepen cifigen paricipabion n Jovemment prtasses, parulary
ire Ittt destivery of prodocts and/for 3ervices, we ane conducting ths suney 10 gauge customer satlsfaction
onthe sendges of the JOHN HAY MANAGEMENT CORPORAT KN (JHMC) . W woukd appeaciane | you
could spare a lew minubes o your time (o paricipate in our syrvey, Your ingights will greatly halp 1he
JHME improve is prodoct and’of servece dellvery and masl youn axpactebons 1o sarve youa batter an e
future  Please be assured thar all angwers pravided will e kepd T ainictaet confittentialing.

Arvy infarmiedicn thet is obdzinsd I oconneotian with thes stady and that canbe ldentiiled with woo wall remain
confrdadvhat and wim be disclozed only with youwr permission, By liling oul the survey form, you are giving
cansant krihs [RESEARCH AGENCYA0CC] 1o process all e peovidedintormalion. A5 the data subject,
you have the fight to acceaa and ask 1o changing or delaling your parsonal dats, which will be kept by
the [RESEARCH AGENCY30CC].

lam ~ from [RESEARCH AGENCY], a market reseatch company . | wall be your
interviewar tor todey,

SCREENER
51, Are you or amvy OF your close [ T [ CODE | ROUTE |
Farruhyir alatiess wotking wilh JHMGC? | Ves L Closs inerien |
Mo 2 | Prigged o 32
S, Which of the foloweng Servica's did you CODE | |
aval from JHMG w1 [SPECIFY YEAR]? | [SERVICE A] 1 -
What skze? Arything 2lse? fhia] | [SERVICE B 2 | proceed to 53
| [SERYIGE L] 3
Othees (pis. specify) 4
Did net aevmil Of 1w Serviced 9%
of JHMGC in [SPECIFY Close interview
YEAR
MOTE TO @OLC: Lisk glf pogaible senmies [N may e gyatad.
23, How woul you descnbe your riée in | | GQDE | |
YOAIT GOmpany when it comes ko desling with | | &m Ne Qwmispomary ,
JHMC? desicn-makar 0 e | T Procesd o &1
| Sompany | | ]

| am: the pelmary persan-in-

cherge of desling [ | 2 Praceed 1o OF
Iransacding wilh JHEZ |
I do reft hawva any say or | 3 ASK FOR THE

irmecheameant whisn L comas ELHGIBLE
to dealing / transacting with RESPOMDENT
JHESE | |

Creatomer Satsfaoion Saney Cueshonmnare Mumer £



AN QUESTIONNAIRE

PART | TRANSACTING WITH JHMC

Ol Haw long have you been availnhg |

CODE

services from JHMG? | Less than a year

[1=-2yaars
| 3 =5 yoars
£ =10 ymars
| Moea than 10 years
[ Drrnt e s s

HO. OF YEARS:
HO. OF MONTHS:

T (]
22 Thinking abost & yhur [ Offios viah

107 (LM | & L0 (P3| =

deabnsiransactions  with  JHMC (35 T

[SPECIFY YEAR], m what ways did you | Mall dsiivery
ransact with them? Ada) Send et £ SMES meszace
G lirwe:

Vsl wabsihe

Soand amad

Chat using apps (&4 Wibser, YWhalsApp,

Ling, Faceboak messanced, Shype &le |

Connaciad to their sAcial madia Ao in .

{2.g. Facabook, Twiner, binkadin,
Instagram, Me |
Qihers, ple. somelly

Q3. Whebe de wal most often gal

informaticn about JHEAC and b sarvicas? Informanion dask

—L

(54 Veksila

P Hat e

Sownial medla [Specify

Candarances
Tea/SM5

Bulleling
Others {Specify _

PART ll. CWERALL SATISFACTION

| —p| | | e ) g

NOTE TO INTERVAEWER: For (4, prasant showeard befow while asking salsfaciion'deeatisfacton

RANMG uaspevts, N0 oy ackade A T thes Shiowec2rd.

4. Orvarall, how satisfied or dissatisfied you are wiin 1he service provided by JHMC? Pleasa use the
ralng scale whers 5 mwans vary sabslled, 4 meang salislisd, 2 means nether sallsfed nor gissetshed,

2 meant dissallsiied and 1 means very dissaticlisd. How would you rate JHMC on the pverall? [S4]

Coraiomer Satistieiion Sunsy - Chesinviaing MNovmlee



(5. Why g you say thal you aré [RESPONSE in G} with JHMC? Whar alse? Any oiher raasens?

NOTE TO MTERVIEWER: ASK SPONTANEOISLY. PROBE UNTIL RESPONDENT S4YS NONE,

PFART IN. EXECUTION OF SERVICE

HOTE TOINTERVIEWER: For O, pregent showoard Dalow white ash g kval of Agreament quasiions.
D motinclugis Med wn the showoard.

06 B, we will Lalk about the differsny aspects of JHMC'S sernces. Using this rating scale where 5
means Srongly agres, 4 Meane agree. 3 Mmeans neither agiee nor disagrae, 2 means deapee a1
fneans rengly disagres, please kel ws Kntw how mMuch you agree of disagrae with fhe stabermants. tnat
1. arm going 10 read oul Lel's slart with .. [READ OUT ATTRIBUTES] [54 par attibufa)

NOTE TO INTEBVIEWER: Resad aliitutes ona af & time ard war for the respomdent's answern, Do not
feaye Arty Manks. f the abiribite is not sppicable or the respondent says "DorT Know™ even aftayr
Draben, TR @S A,

Stal
JHMC s stafl.

trmats customers with nespant 5 4 3+ 2 1 %

airicAly anwd Lalely implerents the policiss,
miles and regulalions (g3, ne 2 d 1 2 1 S0
discrimangtion, ao “palakasan® sysem)

oS iomiar S bisfmetinT Senay - Cussinread e Rk 4



NiA

are Knpwizdgeabla and competent or
killed in dallyerng the needed $anaces

provldes clear and sulMfclant Informeation
(i.e., s0lullcns o problems, answers o
irwquiries, and informalbon on products
AN ZArVEES)

adtressss quariasiconcems ina prompt
iR

damcesirates willlngness o 8955
CLElOMers

iT Edty Mo Lartach

apraars neal, well-drezsad, and
profeszionsl

conveys ustand confdencs

8| & & 8

= i3

Eoohing and raservalion arg simpha and
a5y

Terms &nd condiigns (&.g., payment

3

2

rarrme, panafties) are clear and ‘ 3
raasonable
Fricas ofiar good vake for money k!
Prices are comparahle with that of other 3
events place
Parking spacas are easily atcessibia 3
Creanliness and amblance of the |
sumouredings are mantaned before the 3
Ewant
Histaric andd historlc architecture is 4
presarved |
Tourist information are availabe |
Safaty within the ares i
indormation and Communication
Information from JHMC is ..

| easy ho obiain | 3
Chear and rekaeani | 3

d wrd Colkon (Wab

JHIC'S ok breatie

| is accessie (9.0, mo downline, oads 3
aasdy}
ig user-friardly and sasy o navegate | 5

CUSomar SANSFRETHN Sorvgy - Crasiiomaaine MUTT




-SA ‘ g ‘ Maithar NA
cantens the Infornaton needad g | 3 o4
& wseful and raliatile when going desinsd 5 3 a9
ansacion ‘
it senured ) 3 29
i 4
Complaints Handling and Records Keaping |
Fillng of compaints fs cagy and | 5 3 | o
systematic [ | _ |
Complaints ars restivad within i i . | %
| prasenbed umeframe |
' |
Regolutigrs 1 camplamnls ane : 5 a0
saliglaaryaceaptable I I | |
| Eilasfrepords are atturale and updated 5 3 .
Facllities jOice}
Signanes arc visible and naadable (8.0, |
Cilizen's Charter stape and procedures, L3 4 90
directiongl 5ignanes) _ |
Cffcalbranch iz aecessibla and 5 3 o9
CORVEMETR [ GUSTONMELE
] premises are claan, ardarty and 5 3 49 |
wgll- mminkained
L |
| Ciffucer premises ang wall-venhlaled and e 5 o
hews good lightlng i | |
Ofice pramises are safe and e4urg '
: 5 2 0o
(B.0.. with Sacurity guard} | _
L — _ | =
Smating v adequate and com ot 5 3 i L2 |

07T 'What are your suggastions for the improvamant of JHMC's services? What sise? Anytheng etse

NOTE T INTERVIEWER: ASK SPONTANEOUSLY, PROBE UNTIL RESPOMDENT SAYE NONE.

Custamey SR oy Suny  CinesTicruiging bl S



Sacko DEMOGRAPHIC PROFILE

| WAME OF ORGANIZATION

| COMPLETE ADDRESS OF ORGANIZATION

| YEAR ORGANEZATION ESTABUSHED: TYPE OF OWHERSHIP
Farsign 1
Domasc 2
| HUMEER OF EMFLDYEES Aclua| ASSET VALUES {SHOWCARD)
1 t0 99 (Micrg [ Seall ] Micra ) Small (R15,000, 000 oF kss} 1
[ 100 o 199 (Madlum) o Medium (15,000,001 - 100000000 2
| 200 angd up (Emanprise) 3 Entarpaize (R100, 000,001 and abowa) 3
| POSIMOH IH THE ORGANIZATION '
ACTUAL POSITION: YEARS B THE ORGANLATION
DEPARTHENT: ACTUAL MO, OF YEARS:
Cowner ) Head of the offlew or associgion 1 | Less than a year 1 16 -20years _|i
ManagerKesp e Superiso 2 | | =2 yaars 2 | 21-25years ! [
Gperatans Staf 3| 35 ysars 3 | More than 25 years | &
| Admn S4aff 4 | 6-10ysars 4 | Don't knowirsfused | 9
Cthers, pls. spaciby 5 !__11 - 15 years ! 5 _
| Dont knowirefusad 8 ] |
CONTACT DETRILS | PECISION-MAKING ROWE 1 THE
| ORGANIZATION 4
Lerdline: | abiner decaie for the Gronlzation |t
! Celphane: | sharg with sofnene dtse the decizion- I
' Maken (HOCESS for the organizaton 2|
E-mgl; | |
[ Crffice Landlire: | | o e gyl Ay Say wm‘;nwmm 3
‘ E————— | dmeistone-makin 35 boe the organizeticn
g o infe: | i g prode g

| declare that thiz intervigw has been
carried oul siricthy in accordance wih your
tpacificatlon and has becn condudied
within the ESOMAR Code of Conduct
wilh & persan unknown B2 me,

nterdicwers’ Signalura

Supervisors Signature

Cusfomar Sahsfacion Survey @ uslioana kg flimber



Papmblle o 1hd Thikppdnes
ADHI G el i I d

JHMC

Ho AN HAY A GEMENT CORMA TTON
u repmhar ol Vg B el s

CUSTOMER SATISFACTION SURVEY
JOHN Hay MANAGEMENT CORPORATION (JHMC)
BUusMESS ORGANIZATIONS: LOCATORS

QILRE 5 THYNMAIRE
| HUMBER

B RESPOKDENT BNFORMATION
-Flanpnnm N T Sian i 24;00)
| Faspontend Adkdiess Tama Bnd @ 2400
Fimsponckind Plutiul Foesposncgnd P
Numiber (Houss) Number (Mobde)
HTEAVIEWER MFOAMATION
Intarvbeviar Name Dratm &F I lryien
Iribesry|enwar |0 Torig @l Indensw
GUALITY GONTROL CHECHS ARD YALIDATIONS
WhnassedValidated by | Eatfed by
| Wtteverssialkialion Dats: DMte of Editing ]
Sigraalurg ElgnEire
ity Chacked by Cats Punechad by
Chasbty Chack Dl | Dhala Punch Date
i Sapnabure SigriEiune
| Db srvnd by I Clearsd by
Chsaryalion Date Cheanng Date -3
Sepnature i . Signanmwe
Back-checked by |
| Backoheck Date I
| Spsture '

G o SRS (On Surtey + Ghoeshiormare umbor




INTRODUCTION

As part ot the govesnment 2 infialive Io deepen cilizen panicipation ngovermnenl processes, particulzdy
i the delreery of products andior Seraoss, we ane conducting this aurvey to gauge cusiomes sausfacthon
i s tarvices of Ue JOHN HAY MANAGEMENT CORFORATION (JHMG). We would Appreciate if you
eould $pEre & fEw mnutes of your time tg paitipate 0 our Sunsy. Yood nsgkts will greaty ndp the
JHMG imprcrea ks product andion senvice dalivarn: and mesd your SXpectations 10 Sene you Letsr in 1he
Iutare. PHease e assured 1hat a8 answars provided will be kept in siriclest confidentizling.

Any wnformation that iz oblasned In connection with this study s ha cen be danlifled wit youwll remain
canligantial and wil be disclosed anly with yaur parmissoen, Sy 1kng out the sursey Torm, you are glving
eansant to the [FESEARACH AGENCY/QOCC] to protess al the provided] infcemation. As Lthe data sukject,
yau hgve the right to access and ask for changing or delstang your personal data, which will be kept by
the [RESEARCH AGEMCYIGACC)

I am lrom [RESEARCH AGQENCY), a markat raxaarch comypany. Fwllk be your
witarviawar for loday.

SCREENER

51, Are you of any o your close | | CODE | FEDUTE. |
farnlly/relatves working winh JHMWC | Yes |1 | Closa iniervigw |
Mg 2 | Proceed to 52
S2, Which of tha lallcwing serdcas did you ] "CODE |
avadl from JHIG In [SPECIFY YEAR]? [SERVICE A] ' 1|
What else? Anything ebsa? fi4) [SERAVILE 8] -
: [SERVICE C] g | Proseed 1083 |
_Others (pls, gpecify) | 4
Did rood avad of the services | 29

ol JHME in [SPECIFY \Clasa interview
YEAF] , |

MOTE TO GOCT: List aif possible senvipas Mar may be aviaiiad,

53, How would you dosoribe your fols in 5 (CODE |
yaur company when | comes 1o gealing with. | | am 78 Owiad imary [
JHMGT detslon-maker  in the 1 Procead to 01

_company
1am the primary persdn-in- |
shargs  of  dealing § | 2 Proceed 16 Q1
wransaeAing with JHMG | |
1 ¢ mal hava any say of | & ASK FOR THE

irmeaky2mant when it comess ELIGIELE
to dealing S transadting with RESPCHDENT
JHMG :

Crsiemer Sausaaon Survar ~Suasinnrare flartklber d



MAIN QUESTIONHAIRE

PART . TRANSACTING WITH JHMC

(1. How long have you been availing [T F TCODE |
services Irpm JHWME? | Less than & year 1|
[1-2vears 2
e ]
NO.OF YEARS: ;-gﬁcﬁ;ﬁm y
NO.OF MONTHS: ____ | More than 10 vears 5
_Can't kngynirefiased L
Q2.  Thinking  about &l your !-:H"i:a - | cl::nE !
dealingsiransactions  with JHHGl EE] :_F’I;nr-a al 3
[SPECIFY YEAR], in whal ways did vou [ desiyary s
Iranzact with tham? [MAS Send bed £ 33 messane [ 4 |
Cnilires : |
Wisil websda 5
Sand amalf 6 |
Chet oging apps (.. Wiber, WhetsApp, T .

Lired, Facebook messenger, Shype, ete.] |
Connectad 1o ther social media accouats I B
(8.3, Facabook, Twitter, Linkedln,
| Instagram, &é,) .
| Dthers. ols, gpecity | %

23, Whera dio yao mostoften get - | CODE
gifermalion about JRHMC and 15 senaces? :

nfarmation datk [ |
fe4y Tinbeite -
PhorsHothne : 3
| Social media (Specfy K
| Conferences ]
| TeuySMS 6
T
&

Bulketing

| Othars (Spectfy _ -

PART I). OVERALL SATISFACTION

NOTE TO INTERVIEWER: For G, present showsand below winf gsking satisfasniondis satsiachion
raliny guesinns, Do ot amciace SO i BRe sl

4. Oysrall, how satished or dissansfied Yoo arg wiih s sanace provldead by JHMCT Pleese use this
rating scale whara 5 means vary salisfled, 4 means satisfied, 3 means nailter salestied nof dlssatisfied,
2 meang diseanzhed and 1 means vany diesalisfiad. How woukd you rate JHMC on the overallT [24)

ST SN TRENST Survey Qo strmane Plmiuer a




Chvarall
Satiafacion 5 4 3 2 1
Raling

OI5. Why do you say thet yoo are [RESPONEE in Q4] with JHMCT What etsa? Any olher rassons?

HOTE TG INTERVIEWER: ASK SAONTANEOUSLY. PROBE UNTIL REEFONDENT SAYS NOME.

PART lIl. EXECUTION OF SERVICE

MOTE TO INTERVIEWER: For 08, pregen! stward winle ashuny fevel of agreement per afivibuts. Do
i Inchnde Al i the showcand

L6 Maw, we will talk abaut the diflgrent aspects of JHMC's serqicas. Lising this rating scale whers 5
Means sirgngly agres, 4 means agree, 3 means halther agree nor disagres, 2 maane disagrea and 1
means Srangly deagres, Mease ot us know how much you agree o disagres with 1he stelements that
| & g o read our Let's starlbwith ., [READ QUT ATTRIBUTES] [3A per atiribute]

e S T T eSS

MOTE T INTERVIEWER: Read aftribeies ong & 2 tima and wad for the rezpompent's amswar. Do
Aot Mave any Dlanks If the affibute is nol applicatie or the respondent saps Tharl Know”™ even affer
profing, mark as M.

T Y TP [ A W R [
o Y | TR W Y |
Stal
JHMC'3 staff..
treats CuSmers will respect g 4 3 2 1 o9

stricty and laiky anplements the piicies,
rndes and requlatons (e.0. no 3 4 L 2 1 L2 s
discrminabion, r "palakacan” Sy st

Customar Satisanion Swnosy  Capshermale Sember 4



SA A | Neither | D SD NiA
ars knovdedgeable and compelent or 5 4 3 o 1 =9
skilled in delvering the nsedad services
provades Chear and sofliceent infonmslon
.2, salutions to problems . answars bo . 4 3 > y 4
muiri &%, and intormation o0 preducis
and services)
aldresses querds CONCERE N 2 Ompl 5 4 5 5 1 0g
AT
| damanstrales wilingess 1o asset
S 5 4 3 2 1 94
—
|

i5 easy 1o contact 5 4 3 2 | 1 i

delivars sanoes within prascibed 5 4 3 o 3

rtelr i

appears naal, wall-drecsad, and

proflessiongl ® 4 3 ; 2 1 ¥*

hnveys tust ankd confidence 5 4 3 2 1 .

Bequdabowy _

Policies, rules and regulations .

are claar, consistant, and $ulicien 5 4 | 8 2 I 1 | “

are stathy implamsoiad £ 4 | 3 1 Do
- | — |

awe peopanty updated . I 4 3 2 1 | W

ate propedy disse minatad 5 4 3 2 | 0
| Reportgrialidosumentany requiremeanis x 4 3 5 " g4

| A FEaLanabie

[
! Tunghing kor compfianca |s fawr and 5 | a 3 5 1

raasd g ble o
Feea anditr penalfiss imposed ars fair

and reasaneble

Reqgulalory

Application with JHMC

Requirements gre propefly desemnated | 5 1 S 2 1 o0
Fillng ol appizations is simple erd easy s | 4 3 2 1 %
Dwroumenitany Tequirariants i |

. % 4 3 2 1 &
Process |s comphated wilkun &

reasonable amount of G v 4 3 2 ‘ 1 #
Crocumants msued arg Irge Inm dekeets < 4 3 o I 1 I 59
ar iypographical @rrofs [

Laasiny Servicos

Customer Saisfacion Sunwy « DUdiidieais Auminer 5




Neither | D SD | Na
I ¥
I Hequirsments ara propary diss#minated 3 z 1
Arocess for applying for lease g ampks 3 > 1 o
and aasy
TocurmEniary requinements A a
3 2 1 Lt
p-F-Elngf 1o L]
| Cortracls ars awarded throweah & 3 2 ’ o0
transparant process
| Lease applicadiong are
RS e implaied willin 2 : Z 1 93
| repsonable amound ol s
i Leass tarms and condmions (8.4-,
paymert terms, penallies) ara ¢lear and 3 2 1 : )
ragsonable
| Lease rales am reasonable 2 2 1 2
Documenis issued are frae lom getecis 2 = : oo
o typographical arrors
| Payrnents are easy 10 maks 3 z 1 ol
| Clien informakion ik kapt conlldantsl 3 z 1 an
rrfrmation and Cormenun cots
Irdoe mation from JHMC is..
aasy 1o olaEm ] £ 1 Lt
Clear eshd rélsvanl 3 2 1 ad
isn A T
| JHME S wabslta,
15 availabla and attessitde (a.g.. no a 2 1 % |
demmilaree, Kiads aasily) ;
contalns the infoomation nesded 3 2 1 ]
is user-Irendly 3 2 1 oo
i yzeful and rehabis whan doang desered 3 3 1 o
branzsacthn
‘s SeCUed | 4 l_ 2 1 by |
= {
Filing o complanls i aazy Bnd [ 4 9 1 o9
systamahic [
Cotnglaints are resodved wilhin ' a 2 i "
escnted imeframe [
[ Fl-a_snh.lllans 10 COmpaints ang 1 | A 1 o
| satisfactorvacosplable I
Ses/Tecords ane accurte and updated 3 | 2 1 b |
Cuskomer Sars@acion Suney - [astignrame AmBer &



=7} } A Nelther D sD NiAa
| Facilitiog
= - , -
Utllzes ups-to-dare and miodsrn
procedures, faciliies, and resources ! - 4 i % ! *
Signages are visibke and ragdabie (9.9, \
Ciligen's Charter, staps and precadures, 5 4 3 'y 1 = )
drsclonal slgnagas) [ |
Oftige prermises are claan, ordarhy s | ' '
-1 i A s 4 3 2 | ! o |
' |
CHigs premisas ara wlventlliated and |
. ! E |
Offece pramises are sale and Sacum |
fe.q , with security guaid) 5 4 3 2 1 | &9
| Seating is pdequate and Comiftmatie 5 4 2 2 1 | 29 |

(7. YWhat are your suggestons for the improvernant of JHMC s sarvices? What else? Anyltung sisa?

HOTE TO INTERVIEWER: A5K SFONTANEDUSLY, PAOBE UNTIL RESPOHDENT SAYS HONE.

Cus o SRtsiaeion Survey - Guashommtame b T



S0C10 DEMOGRARPHIC PROFILE

| HAME OF ORGANIZATION | COMPLETE ADORESS OF ORGAHIZATION
| VEAR ORGAMZATION ESTABUISHED: | TYPE OF CWHERSHIP |
Foreign 1
Dottt 2 |
I HUMBER OF EMWPLOYEES Actusl = ASSEY YALUES {SHOWCARDY
1 1o 93 (Mazrn | Smphl) 1 Micra /| Small [R1S 000,000 ar lss] 1
100 oy 195 |hadiurm) 2 Medium &15,00001 —R103 000 2
200 and up (Enlemprisa) 3 Entarpnes (R100.000,007 and abowa) 3
POSTION IN THE ORGANIZATION '
ACTUAL POSITION: YEARS IN THE ORGAMIATICHN
DEPAATHENT: ACTUAL NO. OF YEARS: = |
Cwmer/ Head of the offics of assoclation 1 Lessthanayear | 1 16 -2 years | & |
ManagerlesperSupenizor 2 | -2 yoars | & 21 -25years i
Operabons Siaff 3 | 3-5yeors 3 | More than 25 years | B
| Admin Stalf 4 6~ 10 years 4 | Don't knowrefused 9 _
i CHhars, pls. specity =] : 11 = 15 yrs | 3 _
Cron't knowirefused ] § | .
CONTACT DETAILS DECISICHRMAKING HOLE IN THE [
L QRGANZATION ,
| Landhne: Falone deckle for the organization 1|
' Cediphone: | | shara with someons alse Uve Jecision- '
" | making proGess kor the organization 2
E-mail: E [
Office tanding: | | o Ok s By SEY when 1 comes 1o e

. | decisign-making progess kor the organizalon
| Orthear conilack infd:

| declare that this Interview has been
carried out stncty in porerdance with your
speciication and has besn congdugted
withy the ESOMAR Codas of Condudd

with & PErson unknown fo me. Inberuvasars’ Segnatine SupErEon's Sanatune

CushmTer SatsfAcion Suvey - Chae shringine dimter A



