DON HONORIO VENTURA STATE UNIVERSITY
CITIZEN/CLIENT SATISFACTION REPORT 2020

This report summarizes and highlights the findings of the DHVSU
2020 Citizen/Client Satisfaction Survey. The analysis of this survey report
was accomplished by the Quality Management System (QMS) Unit of the
University. For this report, QMS unit used two sets of CS5 forms (DHVTSU-
QSP-ADMINSO-004-F0001-R00 and DHVSU-QSP-ADMINSO-004-F0001-
RO1) for the period of January-August and September-December,
respectively. A total of 1753 surveys were conducted with DHVSU
customers.

Coverage Survey Form . T Frenuancy

Janﬂarf to August 20.'.20 "~ | Customer Satisfaction Form | 1,19?; _____
(DHVTSU-QSP-ADMINSG-004-
FOO0I-ROQ)

 September ta December 2020 | Customer Satisfaction Survey Form 556
(OHVSU-QSP-ADMINSO-004-F000 1-
RO1)

FOTAL . S 1753

The survey addresses client opinions on their experience and
satisfaction with DHVSU services. The analysis includes the Net Positive
Index (NPI) which provide an indication of the most satisfied versus the
least satisfied clients. The NPI is the difference between combined Top
Box and Combined Bottom Box responses.



Results of the Citizen/Client Satisfaction Survey for FY 2020
Results of the C5S (January — August, 2020)

| Service Quality Dimension | Rating | Description | NPI
1. Timeliness 4.75 | Very Satisfied 195
l_ " 2. Length of Waiting 454 | VerySatisfied | 181
3. Willingness 484 | Very Satisfied 190
E 4, Responsiveness 4.81 | Very Satisfied 19
| 5. Overall rating ' 4.79 | Very Satisfied 196 |
| (Personnel/Staff) '
6. Overall rating 482 | Very Satisfied 196
‘ (Office/Unit)
7. Overall rating (Services) “4.&1 Very Satisfied | 193
OVERALL SATISFACTION | 4.76 | Very Satisfied

The results of the 2020 CSS from January-August shows that the
clients of DHVSU were "very satisfied”with the services rendered by the
personnel of the university. Responsiveness is the highest rated overall
category at an NPI of 196, with 96.32% clients choosing the top box.
Clients rate their overall satisfaction with the service at an NPI of 193,
indicating that 93.32% of the clients choose the top box (very safisfiad and
satisfied).
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Results of the CSS (September — December, 2020)

|Service Quality =~ | By Critical Overall |
. Dimension | Service Service
- 1. Responsiveness 8.95 9.12

2. Reliability (Quality) 8.97 9.13

3. Access & Faciliies | 873 89 |

4. Communicaton | 8.94 9.10

5. Costs 8.37 8.50

6. Integrity - 9.07 | 9.21
7. Assurance T 906 T 9az

8. Outcome B9 - ,
| OVERALLSCORE | 8&88 905 |
; DESCRIPTION | Very Salisfied | Very Satisfied

September-December 2020

Finally, the last part of each questionnaire asked customers/clients to
provide any additional comments or suggestions for improving the service
they receive from DHVSU. Out of the 1584 total respondents, all of the
comments mentioned positives like “Good Job”. “very accommodating”,

“Thank you”.
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JANUARY 01 - 31, 2020

L CUSTOMERSATISEACHION 0 v
"'%Mm"_m“mrm?érp ' i Viary BETh

| setisfied | Sutisfied | Dissatisfied | Dissitisfierd | eccomplished
1 | Timeliness of service 111 ! 51 E 0 | 0| 0
2 | Number of minutes 104! sl o] 0 0
Personnel's willingness (o address the i i

3 |concern 110 E2 0 0 1)
Personnel's responsiveness in
d | resolving the concern 110 g2 0 0 0
Overall rating of the concerned
5 | personnel 11C 82 0 0

6 | Overall rating on the concerned office | 110 52 | 0 0

o=

! Overall rating un the service/s or : g
| 7 | action/s provided 110 52 | 0 0 0

January 2020

i '.  OVERALL RATING (SERVICES)
. DVIRALLRATING (POFFICE/UNIT)

| OVERALL RATING {PFRSONNEL /STAFF)
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. WILLINGNESS
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o TiMLNESS
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® Very Satisfied ® Satisfied  Dissatisfied  Very Dissatisfied s Not accomplished



FEBRUARY 01-29, 2020

CUSTOMER SATISFACTION :
Viry T Very | Mot
) - S - | Sousfied | Sotsfied Lissotis e | D seelisfied | accamplished
1 | Timeliness of service 111 50 a ! 0| 1
2 | Number of minutes 102 40 10 | 0 0
i Personnel's willingness to address the ; ;
3 | concern 105 - g . g 0 0
Personnel's responsiveness in
4 | resolving the concern 109 53 _ R 0 0
| Overall rating of the concerned '
5 | personnel 109 53 _a D 0
6 | Overali rating on the concerned office 110 52 0 15 0
' Overall rating on the servica/s ar
7 | action/s provided 11| 52 0 D 0 |

OVERALL RATING (SERVICES)
OVERALL RATING (POFFICE/UNIT)
OVERALL RATING (PERSONNEL/STAFF)
RESPONSIVENESS

WILLINGNESS

LENGTH OF WAITING

TIMELINESS
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MARCH 01-31, 2020

CUSTOMER SATISFACTION
Werp Wery Mot
Satisfied | Satisfied | Dissatisfied | Cissotisficd | accomplishod

1 | Timeliness of service 152 1 4 0 9
2 | Number of minutes 154 1 o 0 0

Personnel's willingness to address the
3 | concern 158 4 0 0 0

Personnel’s responsiveness in
4 | resolving the concern 158 4 1] C 0

| Overall rating of the concerned

b | personnel 158 4 1] 0 0
€ | Cverall rating on the concerned office | 158 41 0 C 4]

Overall rabing on the service/s or i
7 | action/s provided 160 . 0 0 o

e OVERALL RATING {POFFICE/UNIT)

OVFRALL RATING (PERSONNFL/STAFF)

March 2020

OVERALL RATING (SERVICES)

RESPONSIVENESS
WILLINGNESS
TENGTH OF WAITING

TIMELINESS
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APRIL 01-30, 2020

CUSTOMER SATISFACTION .
Very Ve yaot
- Sofisfied | Sotisfled  Dissotisfied | Dissetified | accomplished
Timeliness of service 132 0 0 o] o
2 | Number of minutes 62 Al 20 0 0
Persannel's willingness 1o address the
3| concern _ 112 a | 0 o| o
Personnel's responsiveness in '
4 | resolving the eoncern 132 a 0 0 ¢
Overall rating of the cencerned
5 | personnel 120 2 | 0 0 0
6 | Owerall rating on the concerned office | 132 | 0 O 0 | 0
Overall rating on the service/s or ‘ é | i
7 | action/s provided 132 i 0 a o

April 2020
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MAY 01-31, 2020

CUSTOMER SATISFACTIO
Viery i very Mot
Sovisfled | Sotisfled | DiEcotlfled | Dissoricfled | accomplishod
1|Timelinessofservice | 82| o o o4
| 2 | Number of minutes - 32 45 5 0 4!
' Personnel's willingness to address the |
3 | oncern a2 0 15 . e
Personnel's responsiveness in
4 | resolving the concern 82 0 7 3 . 4
Overall rating of the concerned
. 5| perscnnel a2 0 0 0 4
i 6 | Overall rating an the cencerned office B2 | 0 0 Q| 4
i Overall rating an the service/s or '
| 7|actionfsprovided | @ 0 ol 4] 4

May 2020

OVERALL RATING (SERVICES) 4]
OVERALL RATING {POFFICE/UNIT) 82 ;j
 OVERALL RATING {PERSONNEL/STAFF) 4

RFSPONSIVENFSS : . {5 bl

WILLINGNESS E 82 | )
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JUNE 01-30, 2020

CUSTOMER SATISFACTION e
Very Very Nt
Sartisfied Wissatrshed | Lissatisfied | accomalished
1 | Timeliness of service 162 | ] 0 4
2 | Number of ninutes 143 | D 0 4
Personnel's willingness to address the i
3 | concern " 163 0 0 4
Personnel's responsivenass in
4 | resolving the concern 158 0 0 4
Overall rating of the cencerned
5 | personnel 158 0 0 4 ]
6 | Overall rating on the concerned office | 163 0 E 4|
Overall rating on the service/s or
7 | action/s provided o 145 0 0 4

June 2020
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JULY 01-31, 2020

CUSTOMER SATISFACTION
Yery { Wery Mot
setisfied | Satisficd | Dissotisfied | Uissatisfied | sccomplishad
Timeliness of service 104 B 1 o 4
_2 | Number of minutes 96 59] 0 0 4
Fersannel's willingness to address the :
3 |concermn 04| 10 0 a 4
5 Fersarnnei's responsivensss in '
| 4 | resolving the concern 124 30 0 0 4
Overall rating of the concerned
5 | persannel 104 ) D i 4
Overall rating on the concerned office | 104 50 0 0 4
Overall rating on the service/s or . '
7 | action/s provided P104 45 5 0 4

July 2020

.' OVERALL RATING (SERVICES)
OVERALL RATING (POFFICE/UNIT)
OVERALL RATING [PERSONNEL/STAFF)
' RESPONSIVENESS
WILLINGNESS

LENGTH OF WAITING

THMELINESS
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AUGUST 01-31, 2020

. CUSTOMER SATISFACTION o
I Wery ‘ Very | Nat
satiafied | senafred | Cesatuficd | Unsotisficd | accomplished |
| 1 Timeliness of service 108 53 | 6, 0] 4|
(2 Numberofminutes | 8| s3] 20| L8 !
Personnel's willingness to address the | 5 5
| 3| concern 158 0 0 i 4
Personnel’s responsiveness in
4 | resolving the cencern 178 30 0 0 4
Overzll rating of the concerned
| 5 personnel 135 24 1 1]
& | Overzll rating on the concemed office 158 0 0 i}
Overzll rating on the service/s or
7 | actiony/s pravided | 158 i al

August 2020

| OVERALLRATING (SERVICES)
':'::'_:i'.ﬁ".}DIQE-MLLMTJNG{m”'“‘“""”}
ﬂ""FRﬁ'l | RATING (PFRSONNE] /STAFT)
L RESPONSIVENESS K
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September — December 2020

. 10 9 E[ 7 6| S| 4 3 i 2 1
Responsiveness . 348 56 24 ! 16 36 ie |
Relizbility 352 24| 08| 28 44 l
Access & facilities 13k a8 | 84 . 2R | 52 4 : L A (.
| Communication 52| 44| s 20| 48| 4
Costs 332 16| 18 12 40f a| | | | a4
| Integrity 380 | 16| 112 8| 40 E |
| Assurance 84| 12| 108 ! | 44 | ;
Qutcome 3| 12| 34| 32| 56| | 4| | ;

September-December 2020
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1. BASIL INFORMATION
Nama (Optional);

Bl e e PHppies
DON HONORIO VENTURA STATE UNIVERSITY
I i, Pampanga
Customar Satisfaction Survey Form

[¥] Stupennt Dmmnwmlm D VLT e [:]-;upm [ ]t trperity

Defivenng OMee/Linit-
Lervice Aequostsd:
Asadstod by

Duvle:

MNAG e

1. SERVICE QUALITY CHECKLIST

Service Quality Dimension
L Timely dolivery of serdce
1. Employes/s wilingness to nefp, aenist

| and provide prompl sorviee
3. Employrafs’ n!q:nanslrmms;mrm:h.

LONCETS —
Employeefs’ ability 1o show sincore
interest In solving customer’s probloms
and provide the needed service
. Empigyee’s” abilky ta perform with none
s mirimal emor rate in service
€. Convenience of lacotion and physheal

| @coess (o bullding

3

—_—

T T Yirar
71 e e

very
Sl [4i e

| e

L

Satisfer] !.

ey
] :.irl ot

Fheithms
I Seatiflen]

. Bt e

Frr ‘
[Aeatlitfe]

1) 14 [ ) LA T

7. Comfort of offices and wa ting area
d. Lenqgth of sanvice

5. Queries were answered appropriately

10, Basic hl’mmm was avallable

11, Oitizen charter s dear and easy to
| undarstand

12 Ease of biling/payment

| 13. table range of service fae
ll-l, Employes/s’ honesty in delivering the
SENCP

15. Employes/s’ Faimass in delivering Lhe
service

16. Customer feels safe with their
transaction

17, Empioyee’s abillty 1o instill conflidence to
customers

18. Qualty of achual service provided

M. COMMENTS/SUGGESTIONS
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I, BASIC INFORMATION
Name (Optional): -

Student [T] Prent/Guardin ] DHVSU Cnployee: | “JSuppiier  [JCabers {Specty)

Meuvpcsily Bor

Republic

S GAT T

of the Philippines
DON HONORIO VENTURA STATE UNIVERSITY
Bacolor, Pampanga

Customer Sakisfaction Survey Form

Servce Requested: QU s CULT OO (Y

1. SERVICE QUALITY CHECKLIST

1.  Timely delivery of service
2. Empioyes/s' willingness ta help, assist
and service

Service Quality Dimension |28y

Very

|

_Nevgmger °, 2080

| Satistea |

Satkfied

[rasatisfled
(6| %

W provide prompt
3. Employee/s’ responsiveress in resolving
Comems
4. Employes/s” ahility i show sincers
interest in sohving custome:’s problems
and provide the needed service

“Hesther | Disratisfud

-

5. Employee/s’ ability to perform with none
to minimal ermor rate in service

el

6. Convenience of location and physical
access to budding

B. Length of service

9. QUENES Were answertd appropnately

10. Basic information wes available

11. Ctiren charter s clear and sasy (o
understand

17. Fase of hilling/payment

13. Acceptable range of service fee

14. Employer/s’ honesty in delivering the
service

15. Employes/s’ falmess in defivering Lhe
SErACE

16. Customer feels safe with their
transaction

SIS SIS NN NS

17. Employee’s ability to Instill corfidence to
customers

N

18. Quality of actual service provided
IOI. CCMMENTS/SUGGESTIONS
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Repuibitie of the Philyganes,
DON HONORIO VENTURA STATE UNIVERSITY
[eae rabear, W rimapuers)a
Cuntomer Satisfaction Survey Form

1 ASEC INEOHMAT DN
Mame [Dptkoraly;
m.ﬂmmq [[] Comrtatymeanon | - ]IIF‘J‘-'IrlrlI]n:-,r-- [ Jrewese [ TJexhers tTanedty)

Lvirvesing Office, it Uprerir) « 2{ el
e Rewpue () L‘M A L r e,
Acsritond Ty

(A |D/Il3f;’r2"

. SFRVICE QUALTTY CHIECKLISI

! [ catelen | respar  Gananeten vy
| r,m. | ' ratided fseent wEoe

| [
! f (onramplor] )
| Service Quality Dimension | cton | R T e T R T I (]
1. Timely delrepoy ol semen - | | - : | : ;
2. Employees E::Hmpl:". 1o hielp, ansist F s i |

ﬂl‘ldprnwdr.-fmmptmxtr , | |
-r3 Emplovee” responshreness in resalving | |r / |

_ Loncerms . , ] !
[1 Emplcyee/s” ablity te thow sincars . | I
| interest in solving customer’s problems | P .
| _and provade e neoded service sl il . i !
| 5. Employeers’ atity 1o perform with none |~ | i : |
b to minimal grvoe roate in senvioe e i (| J
E. mmudhmﬂmmﬂphﬂd l | | ,
| .. Xo=stobuldng L~ IR N RO SO
1. Comfort of offices and walting area _|¢_"'__ ] | -
& tegtholsevee |~ T T
9. Quenes were answened :mﬂp__{ﬁ R Wl
10, Basic iformation wasavailstle | —1 | | | |
L1t Em:rnrrMHHdmrmﬁeasvta q#_,.. | i

mm f = 1
: 12 Easeof biling/payment | —— . y
13. Rorentabie snae of service lee i =l | T A
i4. Emnlweﬂs' honesty in dedbvening the i i | |
|__ A —i L, [
15. Employes/s' faimess in delvesing the | ,.f| ! - |
' SeTvice ]—" ok e
lEr Ermﬂ'i:rfﬂdsﬁfewlmﬂﬁr -",:'f |
17 E-wu-nummm:mﬂdmm P

(*
i_.

. Qualy of aCuuy serace prosaded. |~ |
NI COMMENTS/SUGGESTIONS
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Republic of the Phlllppincs
DON HONORIO YENTURA STATE UNIVERSITY
Bacalor, Pampangp
Customer Satisfaction Survey Form

L. BASIC INFORMATION
Name (Optional):
() Stwdent [ Parert/Guardian [ ] DHVSU Emplovee [ |Supsiier [(Jowersispecty)

Delivering OfficeyUnt.  _ADMISS|OR)
Sevicy Requested: 1

Assisted by: =
Date: : 70906

SERVICE CHECKLIST

Wiy SalkSil Hettwr | Distatisfed

Disedicfied )

| Service Quality Dimension (r0) (91 |18 |70 | (8 |5 0 |em @ [

1. Timely delivery of service

2. Emplayee/s’ willingness to help, assist
and provide prompt service

3. Employesfs’ responsiveness in resolving
CONCeTs

4. Employee/s” ability to show sincere : |

interest in solving customer’s problems 5 f |

]

\‘\\

and provide the needed service

Employee/s” ability to oerform with none

| o minimal emor rate In service _ ) |

6. Convenience of location and physical |
access to buiding

7. Comfcrt of offives and walting area g

B. Length of service | | L

9. Queries were answered appropeiately

10. Basie information was mvallable

11. Citiren charter is clear and easy to
understand

12. Ease of billing/payment

13. Acceptatle mnge of service fee

14. Emploveefs’ honesty in delivering the

| service ' ]

15. Employeefs’ faimess in delivering the /
SErvice

16. Customer feels safe with their
transacton i

17. Emplayes's ahility ta instill confidence o
ELISIDMErs ¥

[18. Quality of actual service pravided ~ = 1

M. COMMENTS/SUGGESTICNS

gl

N

W~

g\\\\y
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Repab’ic o the Philippines f
DON HONURIO VENTURA STATE UNIVERSITY S8 L #
APALIT EXTENSION CAMPUS

DAC CUSTOMER SATISFACTION SUMMARY

NUMBER OF VISITORS THAT ANSWERED:
YERY
DISSATISFIED TSSATIEFIED SATISFIED VERY SATISFIED
Timeliness of
Y 0 0 16 EY:
service
Mo. of minutes 0 0 i6 33
Personnals
willingness to i) 1] 16 3d
address concern
Personnel’s
willlingn i
EERTERD 0 0 16 a8
resclving
concern
Overall rating ot
the concerned 1] | a 16 38
persocnnel
Dyerall rating of
the concerred 1] a 16 38
office
Overal rating an :
the service/s o 1] | 0 16 38
actions provided |

PREFARED BY:




DHYSL Mexico Campus

Custamer Satisfaction 2020

item Jan 2020 | Feb 2020 | Mar 2020 [June 2020] July 2020 [ Aug 2020 | " Sept2020 |Oct 2020[Nov 2020] Dec 2020]  Total
1Vs . 13 7] 29 Elr) 29 a7 8 5 3 153

5 10 ] 11 3 15 A2 25 5 44 4 5 178

2[vs 65 | 11 6 30 13 34 38 27 6 2 203

5 15 13 3 14 26 20 24 48 3 6 173

3[vs 13 12 6 32 41 34 39 27 6 2 212

5 & 2 3 13 8 A 23 42 3 6 158

4lvs 13 12 5 30 39 32 39 27 | 6 2 205

5 8 12 1 14 30 22 23 43 | 3 6 171

8BS 13 11 6 28 | 44 2 | s 26 | @ 3 207

5 8 13 3 16 25 22 24 50 | 3 5 163

6/vs 13 13 k3 24 43 29 40 28 | 6 2 265
5 8 11 16 26 25 12 a8 | 3 6 165
TALRESPONDEN 22 24 9 44 &9 54 62 76 9 8 377

AMpUs Director




