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Customer Satisfaction Survey
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Fourth Quarter 2021 Results

METHODOLOGY

The Customer Satisfaction Survey (CSS) is a quarterly undertaking of the Philippine Statistics
Authority - Regional Statistical Services Ofiice ll (PSA-RSSO ll) spearheaded by the Statistical
Operation and Coordination Division (SOCD) in coordination with the Civil Registrction and
Administrative Division (CRASD). The CSS aims to gauge efficiency of existing processes in the
front line services of PSA-RSSO ll, the Civil Registration Service, Tuguegarao City Outlet (CRS-
Tuguegarao). Particularly, CRS-Tuguegarao City Outlet caters the need of clients for civil registry
documents such birth, maniage and death certificates including certificate of no maniage in

security paper. Thus, this quarterly undertaking will help the office in employing and adopting
strategies to improve the services rendered by employees of its private partner, UNISYS
Corporation. Results of the CSS will also aid PSA-RSSO ll in reviewing its existing rules and
procedures including cunent set-up of its areas and facilities to meet customer satisfaction.

The need for updated results of the CSS is impetus due to growing number of CRS-Tuguegarao
City Outlet clients during the last quarter of 2021owing to relaxed health protocols as a result of
decreasing COVID-19 cases across the region. Necessary adjustments must be in placed in
terms of the delivery of services to sooth the increasing volume of clients and this could only be
possible by capturing their sentiments through the conduct of the CSS.

This survey was conducted on December 24,27,28,29 and 31 , 2021 between 7:00AM to
5:00PM through random procedure of providing questionnaires to the CRS walk-in clients.

Highlights of this nanathre includes distribution of overall respondent's satisfaction, respondents
profile viz-a-vtz overall satisfaction, descriptive statistics of respondents profile and satisfacfion
level of CRS Tuguegarao City Outlet customers on various areas. Suggestions / comments were
also collated and included in this report.

RESULTS AND DISCUSSION

The result of this CSS is collated from 106 questionnaires gathered during the five day period
and processed to comei up with the analysis of the Fourth Quarter 2021 dients' satifaction level.

Satisfaction Level of CRS Tuguegarao City Outlet Customer Survey Respondents

Table 1. Distribution of overall satisfaction level of GRS

Overall Satisfaction

Satisfied
4 - Satisfied
3 - Neutral
2 - Dissatisfied

Cumulative

99.1

99.1

97.2

100.0Dissatisfied
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Item 16 of the questionnaire evaluates the overalt satistact]on of the CRS Tuguegarao City Outlet
customer-respondents in terms of the quality of services rendered to them. lt was particularly

measured from the phrase "Your overallclient experience so far at PSA'.

As shown in Table 1 above, a total of 103 or 97.2 percent of CRS survey respondents were
satisfied with the quality of services rendered to them by the outlet. Suprisingly, about 83.0
percent of them conveyed high satisfaction with only 14.2 percent at a normalsatisfac*ion level.

It also shows that 1.9 percent among the respondents were neutral while no one was
dissatisfied. Sad to note that one respondent conveyed high dissatisfaction.

CRS Client-Respondents' Profile and Level of Overall Satisfaction

Table 2. Cross tabulation of the and level of overallsatisfaction
Level of Overall Satisfaction

Respondents' Profile Highly
Satisfied

Ed ucational Attai nment
Level 87.s
Graduate 100.0

High School Level 100.0

SchoolGraduate 66.7
Level 81.0
Graduate 81.1

Post Graduate 100.0
Did not attend school 0.0
Did not answer 66.7
Total 83.0

Two-way contingency table for CRS customer-respondents' profile and level of overall

satisfaction is shown in Table 2. Except for respondent (below 18 years old) who expressed
dissatisfaction, majority of respondents across all other age bracket were highly satisfied with
their experience in the CRS outlet. Specifically, all senior respondents (60 years old and above)

and those respondents who did not divulged their ages experienced high satisfaction in the

Below 18 vears old 50.0 0.0 0.0 0.0 50.0
18-38 vears old 0.0 0.0 2.6 14.1 83.3
39-59 old 0.0 0.0 0.0 21.1 78.9
60 vears old and above 0.0 0.0 0.0 0.0 100.0
Did not answer 0.0 0.0 0.0 0.0 100.0
Total 0.9 0.0 1.9 14.2 83.0

Sex

Male 0.0 0.0 5.4 13.5 81.1
Female 1.8 0.0 0.0 14.5 83.6
Did not answer 0.0 0.0 0.0 14.3 85.7
Total 0.9 0.0 1.9 14.2 83.0

Note: Details may not add up to total due to rounding
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services rendered to them. For customer-respondents aged 18-38 years old and aged 39-Sg
years old, 83.3 and 78.9 percent of them, respectively, were highly satisfied customers.

On the other hand, most female CRS survey respondents expressecl high level of satisfaction
with the quality of services rendered to them by the outlet at 83.6 percent while 1.8 percent
expressed high dissatisfaction. Meanwhile, of the male CRS survey respondents, 81.1 percent
were highly satisfied customers.

ln terms of education, all elementary graduate respondents including those with high school level
education and post graduate conveyed high satisfaction level in terms of their experience in the
outlet. Moreover, most of the respondents with elementary level education (87.5 percent) were
also highly satisfied. The same hold true with college graduate customers where most of them
(81.1 percent) were highly satisfied with their experience in the outlet including those who are in
or who had only a college level of education (81.0 percent). Meanwhile, majority of high school
graduates' respondents (66.7 percent) including those who did not declare his or her educational
attainment also expressed hi g hl satisfaction.

Table 2.

Level of Overall Satisfaction

Respondents' Profile Highly
Satisfied

Work/Em Status
Em 84_4

83.3
Did not answer 75.0
Total

74.4
Within Cagayan Province 94.7
Outside Cagayan Province 88.5
Did not answer 66.7
Total 83.0

of Document
Claim Benefits/Loan 91.7
School 71.4

87.5
85.2

Others 80.0
Did not answer 85.7

83.0

Total 83.0

Address

Document
Birth Certificate 1.3 0.0 2.6 15.6 80.5
Death Certificate 0.0 0.0 0.0 0.0 100.0

Certificate 0.0 0.0 0.0 8.3 91.7
Cert'ficate of No Maniage

(cENOMAR) 0.0 0.0 0.0 18.2 81,8

Did not answer 0,0 0.0 0.0 0.0 100.0
Total 0.9 0.0 1.9 14.2 83.0

Note: Details may not add up to total due to rounding
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ln terms of employment status, most of the employed and unemployed customer-respondents
including those who did not convey his or her work expressed high level of satisfaction at 84.4,
83.3 and 75.0 percent, respectively.

As to the residence of CRS survey respondents, 94.7 percent of those who were residing within
the Province of Cagayan were highly satisfied while 88.5 percent of client-respondents residing
outside Cagayan Province conveyed the same level of satisfaction. Moreover, 7A.4 percent of
client-respondents residing in Tuguegarao City also expressed high satisfaction in terms of their
experience in requesting documents at CRS-Tuguegarao City Outlet.

When it comes to the type of documents they requested, all customer-respondents who
requested death certificates were highly satisfied clients including those who did not mention the
requested documents. Those who requested mariage certificate also produced high percentage
of highly satisfied customers with 91.7 percent of their total number. Moreover, most client-
respondents who requested for birth certificate and certificate of no maniage or CENOMAR also
expressed high satisfaction.

For the purpose/s of requested documenUs, client-respondents who requested a documenUs for
claim benefits/loan produced the highest percentage of highly satisfied customerc with 91.7
percent of their total number of respondents while client-respondents who requested a document
for a purpose of school requirements produced the lowest percentage of highly satisfied
customers with 71.4 percent of their total number of respondents.

Table 2. nued

Leve! of Overall Satisfaction

Respondents' Profile Highly
Satisfied

Owner of Requested Qc rGUlllOIlt

Document 1.6 0.0 0.0 10.9 87.5
Another person's

document 0.0 0.0 0.0 33.3 66.7

Mine and another
rrson's document 0.0 0.0 0.0 0.0 100.0

Did not answer 0.0 Q.0 7.1 14.3 78.6
Total 0.9 0.0 1.9 14.2 83.0

Time Request for Docu nentwas made
07:00 AM - 12:00 NN 1.5 0.0 3.1 16.9 78.5
12:01 - 5:00 PM 0.0 0.0 0.0 9.8 90.2
Did not answer 0.0 0"0 0.0 0.0 0.0
Total 0.9 0.0 1.9 14.2 83.0

Time Duration for Reouest of Document
Less than 30 minutes 1.8 0.0 0.0 12.3 86.0
30 minutes to one

hour
0.0 0.0 9.1 18.2 72.7

More than one hour 0.0 0.0 0.0 0.0 0.0

Did not answer 0.0 0.0 2.6 15.8 81.6

Tota! 0.9 0.0 1.9 14.2 83.0
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ln terms of ownership of requested documents, all client-respondents who requested for their
own and another person's documenUs expressed high level of satisfaction with regards to the
quality of services rendered to them while 87.5 percent of client-respondents who requested their
own doc-uments expressed the same level of satisfaction.

With regard to time the request for document was made, client-respondents who requested in the
aftemoon (12:01- 5:00 PM) produced more highly satisfied customens than clients-respondents
who requested in the moming (7:00 AM - 12:00 NN).

As to duration of time it took them to request for documenUs, 86.0 percent of client-respondents
who received requested documenUs for less than 30 minutes conveyed high level of satisfaction
with regards to the quality of services rendered to them. The same was true with CRS survey
respondents who received requested documenUs for more than 30 minutes but less than an hour
with72.7 percent of them expressing high satisfaction.

Descriptive Statistics of the Respondents' Profile

Below 18

39-59
18-38

old
old 73.6

17.9
old and above

Did not answer
Total 100.0

Male 34.9
Female 51.9
Did not answer 13.2
Total 100.0

Educational Attai n ment
Level
Graduate

School Level
SchoolGraduate

Level 19.8
Graduate 50.0

Post Graduate
Did not attend school
Did not answer
Total 100.0

60.4
Unem 28.3
Did not answer 11.3
Total 100.0

1.9

1.9
4.7

7.5
0.9
7.5
5.7

0.0
5.7

2.8

Note: Details may not add up to total due to rounding
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Address

25.5
\Mthin Province 35.8
Outside Province 24.5
Did not answer 14.2
Total 100.0

Document uested
Birth Certificate 68.1

Death Certificate
Certificate 15.0

Certificate of No 1 1.5
Did not answer 3.5
Total 100.0

of Document
CIaim Benefits/Loan 1 1.3
School 13.2

15.1

25.5
Others 28.3
Did not answer 6.6
Total 100.0

Orner of Document
Document 60.4

Another document 11.3
Mine and another document
Did not answer 26.4
Total 100.0

Time for Documentwas made

07:00 AM - 12:00 NN 61.3
12:01 - 5:00 PM 38.7
Did not answer
Total 100.0

Time Duration for of Document
Less than 30 minutes 53.8
31 minutes to one hour 10.4
More than one hour
Did not answer 35.8
Total 100.0

Note: The total number of document requested and purpose of document requested exceeded the total number
of CRS survey respondents because of the multiple answers of the CRS survey respondents.

Table 3 above shows the descriptive statistics of the respondents' profile. As reflected in the
table, majority of client-respondents were female (51.9 percent) and most of them (73.6 percent)

were aged 18-38 years old. Half of client respondents (50.0 percent) graduated from college and
majority of them (60.4) were employed. Those residing in other municipalities within the Province
of Cagayan and Tuguegarao City comprised 61.3 percent and majority of client-respondents
(68.1 percent) requested birth certificates while client-respondents who requested documents for
purposes of employment and for other purposes comprised 53.8 percent. Moreover, majority of

1.8

1.9

0.0

0.0
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client-respondents (60.4 percent) requested their own document and most of them too (61,3
percent) transacted in the moming while more than half (53.8 percent) received their requested
documents in less than 30 minutes.

Satisfaction Level of CRS Tuguegarao Gity Outlet Customerc

Table 4. Satisfaction Level of CRS Outlet Customerc on Various Areas

Service Highly Satisfied

Employee Highly Satisfied

Rules/Procedure Highly Satisfied

Area/Facilities Highly Satisfied

Overall Satisfaction Highly Satisfied

Various factors were considered in assessing the level of satisfaction of CRS-Tuguegarao client-
respondents. Table 4 above shows the satisfaction level of customers for each category deemed
significant to greatly affect the level of satisfaction/perception of a person. Across all calegories,
client-respondents conveyed high level of satisfaction. This can be interpreted to mean that in
terms of service, quality and prompt services were rendered to them and employee/s serving
them knows how to communicate and immediately attend to their requests and needs, applying
or implementing the existing rules and procedures unequivocally. ln terms of areas / facilities, the
high satisfaction rating (almost perfect in score) could only mean that there is order and
cleanliness of the premises including safety and comfort of clients who visited the CF{S-
Tuguegarao City Outlet. As a whole, client-respondents expressed high satisfaction on their
experience in requesting and acquiring civil registry documenUs at CRS Tuguegarao Cig outlet.

13-15 = Highly Satisfied
10-12 = Satisfied
7-9 = Neutral
4-6 = Dissatisfied
1-3 = Hiohlv Dissatisfied
13-15 = Highly Satisfied
10-12 = Satisfied
7-9 = Neutral
4-6 = Dissatisfied
1-3 = Hiohlv Dissatisfied
17-20 = Highly Satisfied
13-16 Satisfied
9-12 = Neutral
$8 = Dissatisfied
1-4 = Hiqhly Dissatisfied
21-25 = Highly Satisfied
1&20 =Satisfied
10-15 = Neutral
6-10 = Dissatisfied
1-5 = Hiohly Dissatisfied
5 = Highly Satisfied

4.= Satisfied

3 = Neutral

2 = Dissatisfied

1 = Highly Dissatisfied
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Ways of Obtaining Civil Registry Documents

Table 5. Alternative modes of a Civil Documents and Extent of Use

Has knowledge on the different alternative modes of acquiring
copies of civil registry document (C.l) 100.0

Yes 48.1

17.O

Did not answer 34.9
Know alternative models (with Yes ansurer in Cl) 100.0

Online 60.8
Lokalna Pamahalaan 29.4
Tefepono (737-1111

SM Business Center

Did not answer
Are you using any of these alternatives? (with Yes answer in
cl {00.0

Yes 47.1

29.4
Did not answer 23.5

Aside from the level of satisfac[ion, client-respondents were also asked about their knowledge on
other altemative modes of acquiring civil registry documenUs and results show that 48.1 percent
out of 106 client-respondents were knowledgeable customers. Moreover, among the
knowledgeable, 60.8 percent were aware of the online application through
https://www.psaserbilis.co[.ph and 29.4 percent were familiar with Lokal na Pamahalaan (Local
Govemment Unit) as one conduit for requesting CR documents. Furthermore, there were 47.1
percent of the total number of knowledgeable client-respondents were using the aforementioned
modes of acquiring civil registry documenUs while the remaining customers were either not using
it or did not response whether they were using it or not.

List of Remarks and Gomments

The following are remarks and comments of the respondents in question C3-Reason why they
are not using the altemative modes in acquiring civil registry documents:

o malapit ako sa PSA
. mas makadali
o mas mahalang price
. hindi madalas magrequest
o flot used to the said method
. unaware sa ibang paraan
. mahinang internet
. m€ly iba pa po akong kailangang icheck
. nagmamadali
. hindi updated
. mahina net

No

0.0

2.0

7.8

No
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. mas mabils ang proseso kung mismo sa PSA Onun, ang documents
Co m m entslS u g gestions/Observations

PosjtivelNeg ative/N eutral

Listed below are the verbatim answers lifted from the questionnaires as written by the CRS
survey respondents:

. very accommodating

. mas malaking office ng PSA
o lpagpatuloy ang serbisyong maayos at may malasakit. Thank you
. maghanda ng sapat na panukli
o rraoyos na serbisyo. Keep up the good work
o satisfiedwith personnelaccomodation
. none so far, already satisfied
o wala na
. no comment, Godbless Happy New Year
. keep up the good work

Except for one comment (maghanda ng panukli), above captured comments, suggestions and
observations support the findings on the high level of satisfaction of most of the client-
respondents. As noted, lot of those listed either appreciate or support the cunent process or
system being implemented by the outlet. Be that as it may, comments, suggestions and
observations which are critical to the operations are not taken lightly and are being analyzed and
scrutinized for the improvement of the services of the CRS Tuguegarao City Outlet.
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