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Qverview:

Mandate:
As the key paolicy-making body on wages, incomes, and productivity
improvement, the National Wages and Productivity Commigsion (NWPC), through
the Regional Tripartite Wage and Productivity Boards (RTWPBs), is mandated

to:
» Determine minimum wages at the regional, provincial, and/or indusiry
levels; and
e Promote productivity improvement and gainsharing schemes,
pariicularly among micro, smak, and medium enterprises (MSMEs}.
Vision:

Jusily remunerated and productive Filipino workforce in giobally competitive

entetprises.

Mission:
Set minimum wage that protects vuinerable workers from undue low pay.

Promote productivity impravement and incentive schemes among MSMEs.

Service Pledge:
We, 1he officers and staff of the NWPC and RTWPBs, commit to provide quality
service through prompt, polite, and adequate manner, in attending to the needs
of our clients an wage and productivity-related matters.



. Scopeand Methodology:

NWPC and RTWPBs agminisiered the surveys for its various services in the Citizen's
Charter in the central affice and 16 regions from January to December 2024.

it can be noted ihat NWPC and RTWPBs only shified to the use of the standard
harmenized CSM questionnaire effective 10 Jung 2024, through the implementation of NWPC
Office Order No. 14-2024. Hence, only the results of the June-December 2024 survey
include questions ot the Citizen’s Charter and the eight (8) questions related to Sarvice
Quality Dimensions.

The services NWPC and RTWPBs surveyed are for the following:

External Services
% Frontline Services 2,504 2,419 97%
% Learning Session/ 3,275 3,275 100% 344
Wage Clinique/
Seminars/ Fora
# Productivity 7,289 7,228 88% 365
Trainings
% Approval of Part &0 60 100% 52
Fixed, Part
Performance-Based
Compensation
2 Application for 15 15 100% 15
Exemption from
Wage Order
Subtotal 13,143 12,997 99% 1,109
Internal Services
% Response fto Job 251 251 100% 152
Applications
% Filing of Application 159 159 100% 113
for Leave
& Authority to Travel 17 17 100% 16
Abroad on Perscnal
Capacity
< Service Record 46 4B 100% 41
(Current Employee)
% Service Record 13 13 100% 13
(Former Employee)
Subtotal 486 486 100% 335
OVERALL TOTAL 13,629 13,483 98.9% 1,444

in total, 13,482 individuals were able to answer the survey ameng {he papulation of
13,682. This is equivalent to a response rate of 98.9% for 2024. Using the sampling calculator
provided by the Anti-Red Tape Autharily (ARTA), the required sample size for external
services is 1,109, while 332 for internal services. It carries a confidence level of 25% and a
margin of errar of 5%.




Mathodology

The survey was administered at the end of every fransaction. Physical clients are
provided with the Client Satisfaction Form which they submit upon completion of a senvice,
including training, to the designated focal or through the drop box near the office exit. In case
when the training is held online, they will be given a link for the survey to be accomplished
bafore receiving their training certificate.

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

Average

4,50-5.00 Excellent
4 3.50-4.49 Very Satisfied
3 2.60-3.49 Satisfied
2 1.50-2.49 Dissatisfied
1 1.00-1.49 Very Dissatisfied

The results are summarized through the tables that are to be presented in the
succeeding chapter of the report. Note that the demographic data used the total population,
reflecting all ihe responses received after completing the avaited service, white the survey
results is slightly higher than the reguired sample, in view of the note from ARTA thai agencies
are encouraged to go beyand the minimumn number of respandents basad on the camputation
using the sample calculator by ARTA.



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

External Services

Frontline 2,504 - 526 1,504 - 389 97%
Services
Leaming 3,275 826 371 1,815 49 114 100%
Session/
Wage
Clinique/
Seminars/
Fora
Productivity 7,289 2,325 535 3,811 48 509 99%
Training
Approval of 60 - 25 35 - - 100%
Part Fixed,
Part
Performance-
Based
Compensation
Application for 15 12 P4 - - 1 100%
Exemption
from  Wage
Order

Subtotal 13,143 3,163 1,459 7,265 a7 1,013 99_2%
Internal Services

Response to 251 - - - 251 - 100%
Job
Applications
Filing of 159 - - - 159 - 100%
Application for
Leave
Authority  to 17 - - - 17 - 100%
Travel Abroad
on Personal
Capacity
Service 46 - - - 46 - 100%
Record
(Current
Employee)
Service 13 13 - - - - 400%
Record
(Former
Employee)
Subtotal 486 13 - - 473 - 100%
OVERALL 13,629 3176 1,459 7,265 570 1,013 99.6%
TOTAL




The raspanse rate per client type shows that employees accounted for the majority of
external services availed at 53.31% (7,265 responses), follewed by the general
public at 23.3% (3,163}, employers at 10.71% {1,459}, civil servants at 4.18% (97),
and 7.43% (1,043) of respondents preferred not to disclese thelr identity. These
collectively accounted for 12,997 responses, translating to a 99.6% response rate,
indicating strong dient engagement in the feedback procass.

Meanwhile, internal services recorded 486 transactions availed by fellow civil
servants, achieving a 100% response rate.

Qverall, 13,483 responses were recorded from a total of 13,629 transactions, equating
to an averall response rate of 99.6%. These figures demonstrate a high level of
responsiveness and cooperation from clients across both service categories, reflecting
positively on the effactiveness of the NWPC and RTWPBs feedback collection
mechanism.

Client Demography {Client Type). The table below provides a breakdown of the
types of dients who responded to the survey.

External Services

Frantline - 526 1,504 - 388 24198
Sernvices

-
ll.'!-

Leaming 826 371 1,815 49 114 3,275
Session/
Wage
Clinigue/
Seminars/
Fora

Producivity 2,325 535 3,811 48 500 | 7,228
Training

Approval of - 25 35 - - 60
Part Fixed,
Part
Performance-
Based
Compensation

Appiication for 12 2 - - 1 15
Exemptian
from  Wage
Order

Subtotal 3,163 1,459 7,266 97 1.013 | 12,997

infemal Services

Response 1o - - - 251 - 251
Job
Applications




Filing of
Application for
Leave

Authority 1o
Travel Abroad
on Personal
Capacity

17

17

L2
b

Service
Record
(Current
Employee)

46

Service
Record
(Former
Employee)

13

13

Subtotal

13

473

486

OVERALL TOTAL

3,176

1,459

7,265

570

1,013

13,483

In ferms of client demography based on client type, employees represented the largest
share of respondents for both external and intemal services at 53.88% (7,265), followed
by the general public at 23.56% {3,176), employers at 10.82% (1,459), and civil
servants at 4.23% (570). Additionally, 7.51% (1,013} respondents opted not to disclose

their identity.

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

External Services

% Frontline Services 1,043 1,123 2563 2,419
% Leaming Session/ 740 2,535 - 3,275
Wage Clinique/
Seminars/ Fora
% Productivity 3,314 3,687 227 7.228
Training
& Approval of Part 47 13 - 60
Fixed, Part
Performance-
Based
Compensation
< Application for 9 5} = 15
Exemption from
Wage Order
Subtotal 5,153 7,364 480 12,997
Internal Services
x 97 154 - 251

Respense to Job
Applications




% Filing of Application 64 95 - 159
for Leave
¢ Authority tc Travel 4 13 - 17
Abroad on Personal
Capacity
% Service Record 15 31 - 46
(Current Employeg)
% Senvice Record 6 7 - 13
(Former Employee)
Subtotal 186 360 480 486
OVERALL TOTAL 5,339 7,664 480 13,483

Based on client demographics by sex, 56.84% (7,664) of respondents identified as female.
Female participation was notably higher in productivity training at 27.35% (3,687) and
learning sessions at 18.8% (2,535). This trend also extends to internal services, where
female engagement remained consistently highes. On the other hand, male respondents
comprised 39.6% (5,339), with significant invelvement in external services, particularly in
productivity training at 24.58% (3,314) and frontiine services at 7.74% (1,043).
Meanwhile, 3.56% (480) respondents opted not to disclose their identity.

E. Client Demography (Age Bracket). The table below provides a breakdown of clients

according to their age who responded to the survey.

External Services

Frontline Services 23 250 186 49 1,611 2,419
Learning Sessian/ 487 1,116 844 63 765 3.275
Wage Clinique/
Seminars/ Fora
Productivily Training 1,034 2,476 1,285 1 2,342 7,228
Approval of Part - 8 20 9 23 80
Fixed, Part
Performance-Based
Compensation
Application for - 6 5 4 - 15
Exemption from
Wage Order

Subtotal 1,544 3,856 2,340 216 5,041 12,997

Internal Services

Response to Job 49 178 21 3 - 251
Applications
Fiing of Application - a0 45 12 22 159
for Leave
Authority to Traval - 5 G 1 5 17

Abroad on Personal
Capacily




Service Record - 27 13 8 - 46
(Current Employee)
Service Record - 11 - 2 - 13
(Former Employee)

Subtotal 49 301 85 24 27 486
OVERALL TOTAL 1,593 4,157 2,425 240 5,068 13,483

The age distribulion of clients indicates that the largest group of respondents, 30.83%
(4,157}, falls within the 25—40 age range, followed by 18% {2,425) in the 41-55 age group.
A, significant portion, 37.59% (5,068), opted not to disclose their age. Meanwhile, 11 B81%
{1,593) are agad 24 and below, and 1.78% (240) are in the 66 and above category. This
irend is reflected across both external services, such as trainings and leaming sessions,
and intemal services, including job applications and service record requests.

F. Citizen's Charter Results (starfed June 2024). Below summarizes the resuit of the
guestions related to the Citizen’s Charter:

Criteria / Rating _ y _ 4
a. Awareness ofthe CC 633 279 230 231
(46%) (20%) (17%) (17%)
b. Impressien of the CC 865 175 - 134
(48%) (13%) (10%)
¢. Relevance ofthe CCtothe | 728 176 7 AGT
Frontline Service (53%) | (13%) (1%) (34%)
Number of Respandents 1,378
(Rate) (88%)
Number of Participants 1,572

Below are the insights on the results of the CGitizen's Charier:

« Majority of the respondents {46%) have read or saw the Citizen's Charter. However,
there is still a significant number of respondents who are either aware but has not seen
the Citizen's Charfer (20%), has oniy leamned about it (17%), or without complete
knowledge about £ (17%).

« Majority of the respondents finds the Citizen’s Charter as either easy to read/see (48%)
or somewhat easy to read/see {13%). However, a significant number (28%) responded
“not applicable” which underscores the impertance of increasing its visibility.

¢ More than haif of the respondenis finds the Citizen's Charter as helpful (53%) to
somewhat helpful (13%). However, a significant number (34%) of the respondents
answered “not applicable” which underscores the importance of further advecating
awareness of its importance.

G. Service Quality Dimension Resuits. The table below provides detailed results on
service quality dimensions. The sample size used is on top of the required sample
of the total respondents.



Kindly note that there ware two questionnaires used by NWPC-RTWPBs in 2024. The
organization used the old version of the standard CSM questionnaires from January to
May 2024, before adopting the new versien in June 2024,

JANUARY - MAY 2024

Excellent

Satisfied

Very

Satisfied

Dissatisfied

Very

Dissatisfied

Responses

Average
Rating

a. Rating _ 774 53 0 0 834 492
Responsiveness (93%) (6%) (1%)
b. Reliability (gg;) {65%) i % 5 834 4.42
c. Accessiility (97;';) (65;) A 0 0 834 4.92
d. Communication (;;956) (ggzg) (1%) 0 0 834 4.92
e. Integrity (;;953) (g%) n 0 0 B34 4.92
f. Assurance (;;;6) (6536) (1%) 0 0 834 4.92
g. Outcome (;;;6) (6536) (1;6) 0 0 834 492

JUNE — DECEMBER 2024

Excellent

Very

Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

Responses

Average Rating

1. Overalt 1423 139 23 0 o 1,585
Satisfaction (90%) (9%) (1%)
. 1,423 134 28 1,685 4 B8
2. Responsiveness (90%) (8%) (2%) 0 0
— 1,422 136 27 1,585 4.83
3. Reliability (90%) (8%) (2%) 0 0
4. Access and 1,409 140 36 0 a 1,585 487
Facilities (89%) (9%) (2%)
e 1.422 130 33 1,585 488
5. Communication (90%) (8%) (2%) 0 Q
N/A N/A N/A N/A N/A N/A N/A
6. Costs
. 1,428 128 29 1,585 485
T-integty 90%) | (8%) | (2% :
1,422 137 26 1,585 4.88
8. Assurance (90%) (8%) (2%) 0 a
1,438 112 35 1,585 4.89
9. Qutcome (91%) (7%) (2%) 0 a
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Below are the insights on the results of the Service Quality Dimension:

» |t should be noted that these responses are based on the required sample from the
lotal respondents, ensuring 1he refiability and validity of the data collected.

* From January — May 2024, 93% of the 834 respondents rated the service quality
dimensions including Responsiveness, Reliability, Aceessibility, Communication,
Integrity, Assurance, and Qutcome, as excellent. Consistently throughout thai period,
6% of respandents reported very satisfied while 1% raled salisfied. These resulis
culminate in an overall service qualily rating of 4.92 oui of 5 for the said period.

¢« From June — December 2024, an average of 90% of the 1,585 respondents raled the
service quality dimensicn as excellent. Additionally, an average of 8.13% responded
very satisfied, and 1.88% responded satisfled. Notably, there were no reports of
dissatisfaction during this period. The average service quality rating for these menths
stands at 4.88 out of 5.

Looking through the overall rating per service, below is a summary of the results:

Responses

Services based on Overall Rating
Sampling

EXTERNAL

¢  Walk-in Queries / IEC malerials 333 4.88
s Learning Session 344 4.85
« Preductivity Training 365 4.67
¢ Approval of Parl Fixed, Part Performance-Based 52 4.75

Compensation

= Application tar Exemption from Wage Order 14 4.83
INTERNAL

» Response fo Job Applications 152 4.70
+ Filing of Application for Leave 113 4,93
» Authority to Travel Abroad an Personal Capacity 16 4.91
s Service Record (Current Employee) 41 4.92
s Service Record (Former Employee) 13 4.90

11



H. Free Responses. NWPC-RTWPBs valus the commentsifeedback that it receive from
clients through the CSF. It has been the practice of the organization to contaci clients
who rated services below satisfactory to take the necessary adjustments in the delivery
of the service. Below is a surnmary of the actions taken for such cases:

Advocacy Activities Evaluation /

Criteria in the Participants’

Evaluation Form Comments Remarks /

Action Taken

1. Rating below “satisfactory” or “3"
a. FrontLline N/A N/A NIA
b. Learning N/A N/A N/A
Session/Seminar!
Fora
¢. Productivity Rating scale Based on a The RTWPB 2
Training telephone contacted the

conversation te respondent and
clarify her rating of | explained

"2, she said she | thoroughly the
was confused by | rating scale.
the rating scale
and was in a hurry
to be an exhibitor
at the svent. She
added ihat she has
overall positive
feedback with the
rating.

2. Comments of Participants

Walk-in clients Fast and
rgsponsive service

Very useful! NIA

a. Front Line My expectations N/A
werae met, and
everything was
clearly and precise

Leamning Session Thank yau and N/A
corntinue te provide
maore seminars.

b. Learning Make this frequent N/A,
Session/Seminar/ The seminar was N/A
Fara very educational

Hoping to attend
the next leaming
session

¢ Productivity N/A N/A N/A
Training

i2



The majority of feedback from participants has been cverwhelmingly positive,
particularly among walk-in clients who commendecd the delivery of services for being
fast, responsive, and useful. Participants expressed satisfaction, noting that their
expectations were met and that information was cenveyed to them clearly and
precisely.

l. Results of the Agency Action Plan (Previous Year). Aligned with its commitment
towards adhering to the mandated guidelines on the use of the CSF, the NWPC-
RTWPBs adcpted the harmonized CSM form, fielding in questians related io the
Citizen's Charter and the additional Service Quality Dimension gquestions. it has also
implemented the use of CSF in its internal servicas.

J. Continuous Agency Improvement Plan. The National Wages and Productivity
Commission is dedicated to advancing its cperaiions in the fiscal year 2025. in

alignment with this commitment, the agency will continuously adhere to all mandated
guidelines.

Further, it will strengthen efforts to imbed the use of CSM in all its services to solicit
valuabie feedback from clients, which will be instrumental in refining the agency's
processes and enhancing overall service delivery.

Prepared by: Reviewed by:

inkasy ol
JOHN CHRISTOPHER P. LAPIZ ELVIRA P. JOTA

Planning Officer V OIC-Deputy Executive Director

' g
Ebém& CRUZ

Planning Officer Il

MARISSA C. CAHILIG
Administrative Assistant |

Noted by:
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ANNEX A. Survey Questionnaire/s Used
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ANNEX B. List of Regional and Satellite Offices

NWP(C — Central Office

RTWPB — Bicol Region

RTWFB — National Capital Region

RTWPS — Wesltem Visayas

RTWPB — Coardillera Administrative Region

RTWPB — Central Visayas

RTWPB — lloces Ragion

RTWPB — Easiem Visayas

RTWPB - Cagayan Valley Region

RTWPB - Zamboanga Peninsula

RTWPEB — Northern Mindanao

RTWFB -- Central Luzon

RTWPB — Davao Region

RTWFE — CALABARZON

RTWPB — SOCCSKSARGEN

RTWFB - MIMAROPA

RTWPB — CARAGA
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ANNEX C. CSM Rasults Per Office
(hased on sampling}

1. CENTRAL OFFICE
Very

Very

Service Quality Excellent Satisfied Satisfied Dissatisfied Disedtichiad Total

Dimensions N/A  Responses

Overall 364 102 35 0 W] 0 501
Satisfaction
Responsiveness 364 102 35 0 0 0 501
Reliability 364 102 35 0 0 D 501
Access and 364 102 35 0 0 4, 501
Facilities
Commumication 364 102 a5 0 0 0 501
Costs 0 0 0 0 0 501 0
Integrity 364 102 35 0 9] 0 501
Assurance 364 102 35 0 Q 0 501
Outcome 364 102 35 0 g D 501
2. RTWPE NCR

Ser).rice Quality Excellent Sa\tiiesrf?‘ed Satisfied Dissatisfied Dis:a‘igﬁed Total

Dimensions Responses

Overall 2 0 0 0
Satisfaction
Responsiveness 168 2 0 0 0 0 170
Relability 168 2 0] 0 0 0 170
Access and 168 2 0 0 0 0 170
Facilities
Communicaticn 168 2 0 0 0 0 170
Costs 0 0 0 0 0 170 0
Integrity 168 2 0 0 0 0 170
Assurance 168 2 0] 0 0 0 170
Quicoma 168 p 0 0 0 0 170
3. RTWPB CAR

Very

Total
Responses

Satisfied Dissatisfied Yery

Seivice Qaality Excellent  gatisfied Dissatisfied

Dimensions

=
>

Qverall 4 0 0 0 0
Satisfaction

Responsiveness 81 4 O 0 0 0 85
Reliability 81 4 0 0 0 0 85
Access and a1 4 0 Q 0 0 85
Facilities

Communication 31 4 0 0 0 Q 85
Costs Q 0 0 0 0 35 0
Integrity 81 4 0 0 0 0 85
Assurance 81 4 0 0 0 0 a5
Qutcome 81 4 0 0 0 0 85
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4. RTWPBI

Service Quality
Dimensions

Excellent

Very
Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

z
>

Total
Responses

Overall 0 Q Q 0
Satisfaction

Responsivenass 228 0 0 0 0 ] 226
Reliability 225 0 0 0 0 0 2256
Access and 226 0 0 4] | 0 2258
Facilities

Communication 226 0 0 0 0 0 226
Costs Q 0 0 0 Q 226 0
Integrity 226 0 0 0 0 0 226
Assurance 226 0 0 0 0 0 226
Quicoma 226 Q Q 0 0 0 226
5 RTWPBI

Service Quality
Dimensions

Excellent

Very

Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

=
>

Total
Responses

Overall 54 1 0 W 0 0 55
Satisfaction

Responsiveness b4 1 0 0 0 0 85
Reliability 54 1 0 0 0 0 55
Access and 54 1 {l 0 o 0 h5
Facilities

Communication 54 1 0 0 0 0 55
Costs 0 0 0 0 0 55 0

Integrity 54 1 0 0 0 0 55
Assurance 54 1 0 0 0 0 55
Outcome 54 1 0 0 0 0 55
6. RTWPB I

Very

Very

S%rivni.lt;enggil;ty Excellent satisfied Satisfied Dissatisfied Dissatisfied A Re::;?llses
Owarall 72 5 0 0 ) 86
Satisfaction
Responsiveness 72 19 5 0 0 0 96
Reliability 72 19 5 0 0 a 96
Access and 72 16 5 0 0 a 46
Facilities
Communication 72 19 5 0 0 Q 96
Costs 0 0 0 0 0 96 O
Integrity 72 19 5 Q 0 0 26
Assurance 72 19 5 0 0 0 o6
Qutcome 72 19 5 a 0 0 96

7. RTWPB CALABARZON

Very

Very

S%ri\fni:;e:_lgt;ilsi‘ty Excellent Satisfied Satisfied Dissatisfied Dissatisfied Re;:;ilses
Qverall 0
Satisfaction
Responsiveness 130 27 0 Q 0 0 157
Reliability 130 27 0 0 0 0 167
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Access and 130 27 0 0 0 0 157
Facilities

Communication 130 27 ¢ 0 0 0 157
Costs 0 0 ¥ Q 0 157 0
Integrity 130 =74 D 0 0 0 157
Assurance 130 27 0 Q 0 0 157
Outcorre 130 27 0 0 0 0 157

8. RTWPB MIMAROPA

Very h : o Very
Satisfied Satisfied Dissatisfied Total

Service Quality Excellent Dissatisfied

Dimensions Responses
Overall 13 1 0 Q a 0 14
Satisfaction
Responsiveness 13 1 0 0 0 0 14
Reliability 13 1 0 0 0 0 14
Access and 13 1 0 0 ¢} 0 14
Faciliiies
Communication 13 1 0 4] 0 0 14
Costs a 0 0 0 0 14 0
[ntegrity 13 1 0 0 0 0 14
Assurance 13 1 0 0 0 0 14
Quicome 13 1 0 0 0 0 14
g RTWPBYV

Very Very
Service Quality Excellent Satisfie Satisfied Dissatisfied Dissatisfie Total

Dimensions Responses
Overall 24 0 0 0 0 0 84
Satisfaction
Responsivene 84 0 0 G 0 0 84
&5
Reliability 84 0 Q G 0 0 84
Accass and 84 0 0 0 ) 0 84
Facilities
Communicatio 84 0 Q 0 0 0 84
n
Casts 0 0 Q 0 0 84 0
Integrity 84 0 0 0 0 0 84
Assurance 84 0 0 0 0 0 84
Qutcomse 84 0 0 0 D 0 84
1. RTWPB VI

Very

Satisfied  Dissatisfied .. oY Total

Service Quality Excellent : - s
Satisfied Dissatisfied Responses

Dimensions

=
>

Overall 49 9 ¢ 0 0 0 52
Satisfaction

Responsiveness 49 9 0 0 0 0 58
Reliability 49 9 0 0 0 0 58
Access and 49 9 O 0 0 0 58
Facilities

Communication 49 9 0 0 0 0 58
Cosiz 49 9 D 0 0 0 58
Integrity 49 9 0 0 0 0 58
Assurance 49 9 ¥ 0 0 0 53
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11. RTWPE VIl

Service Quality
Dimensions

Excellent

Very

Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

Total
Responses

Overall 4 0 0 0

Satisfaction

Respornsiveness 102 30 4 0 0 0 136
Reliability 102 30 4 0 0 0 136
Access and 102 30 4 0 0 0 136
Facilities

Communication 102 30 4 0 4] 0 136
Cosls 0 D 0 0 (] 136 0
Integrity 102 30 4 0 0] 0 136
Assurance 102 30 4 0 0 0 136
Oulcome 102 30 4 0 0 0 136
12. RTWPB VIl

Service Quality
Dimensions

Excellent

Very

Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

=
>

Total
Responses

Overall 172 24 1 0 0 Q 197
Satisfaction

Responsivenass 172 24 1 0 0 0 197
Reliability 172 24 1 0 0 Q 197
Access and 172 24 1 0 0 Q 197
Facilities

Commuricalion 172 24 1 0 0 0 197
Costs 0 0 0 0 0 197 0
integrity 172 24 1 0 0 d 197
Assurance 172 24 1 0 0 0 197
Qutcome 172 24 1 0 0 it 197
13. RTWFPB IX

Service Quality
Dimensions

Excellent

Very

Satisfied

Satisfied

Dissatisfied

Very
Dissatisfied

=
>

Total
Responses

QOverall 45 0 0 0 0 Q 45
Satisfaction
Responsiveness A5 0 0 0 0 0 45
Reliahility 45 0 0 0 0 J 45
Access and 45 0 0 0 0 0 45
Facilities
Communication 45 0 0 Q 0 0 45
Costs 0 0 0 Q 0 45 0
Integrity 45 0 0 Q 0 0 45
Assurance 45 0 0 0 0 Q 45
Oufcama 45 0 0 0 0 0 45
14. RTWPB X
- = R Ve

S%?;t;iggiléty Excellent Sa‘t!iesrf?ed Satisfied Dissatisfied Dissatgfied ResT;;ilses
Overall 207 16 2 Q a g 225
Satisfaction
Responsiveness 207 16 2 0 Q 0 225

20



Raliahility 207 16 2 0 0 a 225
Access and 207 16 2 0 0 a 225
Facilitias

Communication 207 16 2 4] Q 9] 225
Costs 0 0 Q Q 0 225 0
Integrity 207 16 2 0 Q 0 225
Assurance 207 16 2 Q 9] 0 225
Quicome 207 16 2 Q Q 0 225
15. RTWPE XI

Very

: ; < - e Very
Service Quality Excellent Satisfied Satisfied Dissatisfied Dissatisfied Total

Dimensions Responses

Qvaerall 104 8 1 0 0 0

Satisfaction

Responsiveness 104 3] 1 0 0 0 113
Reliability 104 8 1 0 0 0 113
Access and 104 8 1 0 O 0 113
Facilities

Communication 104 3 1 0 0 0 113
Cosls 0 Q Q 0 0 113 0
Integrity 104 8 il 0 0 0 113
Assurance 104 8 1 v, 0 0 113
Cutcome 104 8 1 O 0 0 113
16. RTWPB XII

Very

Total
Responses

- : e Very
Satisfied Satisfied Dissatisfied Dissatisfied

Service Quality Excellent
Dimensions

&
>

Overall 47 1 0 0 0 0 45
Satisfaction

Responsiveness A7 1 0 0 0 0 48
Reliability A7 1 0 0 0 0 48
Access and 47 1 G 0 0 0 48
Facilities

Communication 47 1 0] 0 0 0 48
Casts 47 | 0 0 0 48 0
Integrity 47 1 0 0 0 0 48
Assurance 47 1 0 0 0 0 48
Outcome 47 1 0 Q 0 q 48
17. RTWPEB XII

Very

- . S 2 £ Very
Service Quality Excellent satisfied Satisfied Dissatisfied Dissatisfied Total

Dimensions N/A Responses
Qverall Q
Satisfaction
Responsivaness 208 1 0 0 0 0 209
Realiability 208 1 0 0 0 0 209
Access and 208 1 0 0 0 0 209
Facilities
Communication 208 1 0 0 { 0 209
Cosls ¢} 0 0 0 { 209 0
Integrity 208 1 0 0 0 0 209
Assurance 208 1 0 0 0 0 209
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[ Outcome [ 208 | 1 | © [ o | o | o [ 209 |

Learning Session (CO) / Wage Clinique & Seminars (RBs)

Very - : e Very
Excellent Satisfied Satisfied Dissatisfied Dissatisfied
Topics
1) Adr‘:i“’:sse‘t’, . 3,275 Q 0 0 0
participant's issues (100%)
2) OCverall content is
easily 3,275 0 Q 0 0
understandable (100%)
Resource Persons
1) Knowledgeable 3,275 t; 0 i} D
(100%)
2} Ans“{sared pax's 3.075 0 0 0 0
questions (100%)
3) Established rapport 3275 0 0 0 1]
(100%)
Number of 3,275
Respondents (Rate) (100%)
Number of
Participants 4236

Trainings (Regional Boards)

A. Per Training Program:

Number of Di 2 Very
: ssatisfi . 4
Training Program Respondents (Rate) Excellent Sa\t!ii?i(ed Satisfied : edl ' DISSZiISﬁ
€

Basic Level Training
1) 75 of Goed 1,608 1,025 530 52 1 -
Housekeeping (23%) (63%) (33%) (3%) (<1%)
2) Productive Career - - - - = -
Choice
; 481 408 70 3 = -
3) ISTIV Bayanihan (6%) (85%) (14%) (1%)
431 299 128 4 - -
d) EmEAR (6%) (69%) (30%) (1%)
5) Productivity 101 i ) ) i - §
6) Produktibong - 3 - - - _
Kasambahay
7) Work Ethics of a 346 222 123 1 2 E
Productive Woarker (5%) (64%) (36%) (<1%)
intermediate Level Training
8) BCRP ) ) ) ) i "
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. _— 76 42 33 1
9) Design Thinking (1%) (55%) (44%) (1%)
10) Green 77 52 21 4
Productivity (1%) (68%) (27%) (5%)
11) Employes 930 605 303 22
Engagemsnt (13%) (65%) (33%) (2%)
. . ; 66 53 13 -
12} Financial Analysis (1%) (80%) (20%)
n 16 15 ]
13} Inventory Mngt. (<1%) (52%) (48%)
14} Saocial Media 147 95 50 2
Marketing (2%) (65%) (34%) (1%)
57 51 § -
15) ISTIV-SIB (1%) (89%) (11%)
209 120 B8 1
16} Lean Mngt. (3%) (57%) (42%) (<1%)
17} Marketing 3 16 15 -
Productivily (<1%) (52%) (48%)
18) Entrepreneurship - - - -
& Planning
19) Retail & Visual 24 74 20 -
Merchandising (1%) (79%) (21%)
20) 5Q & Customer - = - =
Advocacy
21) Starting your - - - -
Online Business
. 50 50 B -
22) Brand Reputation (<1%) (100%)
275 166 107 2
4% 60% 39% <1%
23) Work-Life Balance i (60%) (39%) ( /
Advanced Level Training
24) Green ME for - = - -
Hotal Industry
25) PBIS i B i i
26) SQ Plus ) ' ) )
Others: pls. specify
. : 1,352 931 397 24
A. Service Quality (19%) (69%) (29%) (2%)
79 74 5 -
B. DILEEP (1%) (94%) (6%)
: . 46 40 6 }
C. Retlail and Saervice (<1%) (87%) (13%)
290 198 85 7
ol i (4%) ©8%) | (29%) | (2%)
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E. Bookkesping and 2

Stock Control
F. Ih-fa:]ner . 237 130 103 4 - :
anagement in 5 g
the Begtler Normal - W) e e
G. Improving 99 99 - g - g
Productivity {1%) (100%)
through Social
Media Marketing
H. Green ME (My 49 43 5 1 - e
Enterprise) in the {(<1%) (88%) (10%) (2%)
Betier Normal
l. Costing and 63 51 16 1
Pricing (1%) {75%) (24%) (1%)

J. Succeeding in - - =
Buginess in the

New Normal
K. Service Quality 99 70 29 - - -
Improvement 1% 19, 2ger
Program (SQIF) (1%) 72! s
7,228 4,930 2,168 129 1 a
TOTAL (68%,) (30%) (2%) (<1%)

B. Per Regicnal Boards:

Very Very
RTWPBs Excellent Satisfied Satisfied Dissatisfied Dissatisfied Total Total Average

Responses Pax  Rating*
RTWPB-NCR | 253 | 710 38 0 0 : 13%‘;{,) 401 | 4.54
RTWPB-CAR | 304 | 90 1 0 0 ( k- )| se8 | 477
RTWPE-] 3117 | 66 1 0 0 ( 1%%% 394 | 4.78
RTWPBHI 371 | 284 18 1 0 ( 1%‘;’) 674 | 4.52
RTWPB-I| 259 | 119 5 a 0 (5’88; , | 390 | 468
RTWPB-IVA 285 | 124 0 0 0 ( o )| 409 | az0
RTWPB-IVB 352 45 1 0 0 : 1%?3%4,) 398 | 4.88
RTWPB-V 250 | 69 3 0 0 (1%%";5) 352 | 479
RTWPB-V] o72 | 118 3 0 0 (gfi ) | 418 | s
RTWPB-VIj 272 | 132 14 0 0 (1‘?}})?/0) 418 | 4.62
RTWPE-VII 148 | 125 12 0 0 (1%3?/0 )| 288 | 448
RTWPB-IX 271 135 11 0 0 ( 1&';/0) 417 | 462
RTWPB-X 453 35 7 0 0 (1‘(")%5,}/0 ) | 497 | a0
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372

RTWPB-XI 222 150 0 0 0 (100%) 372 | 4.60
677

RTWPB-XII 389 238 D 0 0 (100%) 678 4.57
764

RTWPB-XIII 481 275 5 0 0 (97%) 789 4.62

2,168

» 7,228

TOTAL 4,930 129 1 0 (99%) 7,289 | 4.66

*Average rating = [i(a)] + [2(0)] + [30g] + [4(y)] + {5{z}] / total number of respondents

G. Approval of Part Fixed, Part Performance-Based Compensation
Sex Age Bracketing
No. of Disaggregated
Transactions Data

Male Female 24& 25to 41 to
below 40y.o. 55y.0.

RTWPB-NCR 3 3 - - - 3 -

RTWPB-CAR 5 5 = 3
RTWPB-| 23 16 7 - 11 g 3
RTWPB-ll 14 11 3 4
RTWPEB-I[| - - : - - -
RTWPB-IVA - - - - - - -
RTWPB-IVB : - - - - - -
RTWPB-V - - - - - - -
RTWPB-VI - - - - - -
RTWPB-VII -
RTWPB-VIII 15
RTWPE-IX 0
RTWPE-X 0
RTWPB-XI 0 - - - - - -

0

0

60

RTWPB-XII
RTWPB-XIII
TOTAL

D. Application for Exemption from Wage Order

Sex Age Bracketing
No. of Disaggregated
Transactions Data
Male Female 24& 25to 41to 56 &
below 40 55 above
y.O. y.O.
RTWPB-NCR 7 5 2 - 1 2 4
RTWPB-CAR - - - - - - -
RTWPB-| - - - - - - -
RTWPB-II 2 1 1 - 2 - -
RTWPB-1I!| - - - - - - -
RTWPB-IVA - - - - - - -
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RTWPB-IVB - : 4 = - - -

RTWPB-V - = - - - - -

RTWPB-VI 2 1 1 - - - .

RTWPB-VII - - : - : 2 -

RTWPB-VIII _ - - - - - -

RTWPB-IX = = . - - - =

RTWPB-X -

RTWPB-XI -

M|
1

|

-t
1

RTWPB-XII 4 2

RTWPB-XIII - - - - . g g

TOTAL 15 9 6 - 6 5 4

E. Complaints. There are zerc (0) cuslomer complaints reported throughoui 2024,
indicating a high level of customer satisfaction and the effecliveness of our customer
service efforts during the vear.
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