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I. Introduction

The PNRI Customer/Client Satisfaction Survey (CCSS) Form (PNRI-CSM-01) is a
measuring tool developed to quantify customers’ satisfaction level and quality outlook on the
different services offered by the Philippine Nuclear Research Institute both internally and
externally. It is grounded on eight (8) service quality dimensions namely:

Responsiveness - Delivery of prompt service or within the prescribed/agreed time;
Reliability (Quality) - Service or product conforms to the set requirement;

Access & Facilities - Condition of facility; Availability of equipment).
Communication - Staff is polite while delivering the service;

Costs - Value for money, preferred methods of payment, timely billing;

Integrity - There is honesty, fairness, and trust in each service;

Assurance - Able to perform the service correctly; provides right solution or advice
to the problem or concern; and

8. Outcome - Realization of the intended benefits.
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This quarterly report is a consolidation of all CCSS conducted by the different service-
providing units of the agency with their respective services for the period of April to June 2024
(Quarter 2 of calendar year 2024).

Il. Methodology

PNRI used the revision 5 of the CCSS form on the previous quarter which contains the
eight service quality dimensions. However, this form lacks two things that the ARTA MC 2022-
05 requires — one (1) overall satisfaction question and (3) Citizen’s Charter Awareness
guestions. To resolve this concern, the form was revised to comply with the abovementioned
memorandum circular effective 01 April 2024. Kindly refer to Annex C and D for revisions 5
and 6 of the PNRI CCSS form.

Due to the changes made, the survey is now divided into three (3) parts— Customer/Client
Profile, Citizen’s Charter Awareness questions, and Client Satisfaction Survey. The first part
of the survey gathers data regarding the general profile of the client which includes their name,
age, sex, contact number, address, the type of customer/client, the name of their
company/organization, and the specific PNRI service they have availed. The Citizen’s Charter
Awareness questions are in the second part of the form to check the client’'s understanding of
Citizen Charter (CC), the visibility of the CC, and its helpfulness during a transaction. Lastly,
the eight service quality dimensions and one overall satisfaction question can be seen in the
third section of the form. The customer/client must rate each service quality dimension using
a 5-point Likert scale indicated in the CCSS form.

Aside from the PNRI-CSM-01, another form of survey is given to clients of Nuclear Training
Center tailored fit for the kind of services they offer. Sample copies of these forms are attached
as annexes to this report.
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For the analysis of the survey, the customer satisfaction rating will be interpreted using
Table 1. The general Quality Objective (QO) of the organization is to achieve a Very
Satisfactory rating.

Table 1: Rating system of the client satisfaction survey.

Range Descriptive Rating
5.00 Outstanding
4.00 -—4.99 Very Satisfactory
3.00 -3.99 Satisfactory
2.00-2.99 Unsatisfactory
1.00 -1.99 Poor

lll. Results and Discussion
On Client Demographic and No. of Respondents:

There were 26 external services from 11 service providing units. Kindly refer to Table 4
for the list of external services. For services listed in PNRI Citizen’s Charter, the agency
managed to get a total of 796 respondents. They were primarily composed of private and
public hospitals, companies, licensees, other government institutions, students, industries,
private companies, individuals and the like. The agency also offers On-The-Job Training (OJT)
and Thesis/Research Advisorship; in which case, the clients are students from different
universities. Seventeen (17) surveys came from this group for the second quarter of 2024.
This brings the total external respondents to 813.

About 71% of the total external respondents came from three units of PNRI. The highest
number of respondents came from NIDS (320, 39%) which is mostly from the Guided tour
service. This was 2.74 times higher than the last quarter’s respondents from NIDS and can be
attributed from different activities of PNRI conducted in this quarter. This was followed up by
ISS (139, 17%) and LRES (124, 15%). For a more detailed distribution of respondents, kindly
refer to Figure 1.

For internal services, there are a total of 621 respondents. It can be observed from Table
5 that a lot of the respondents came from services not listed in the PNRI's CC. Only 23.5% of
respondents came from services listed in the agency’s CC. There is an underlying cause of
this and was pointed out in the Q1 2024 CCSS report. But, as of the writing of this report, we
are waiting for CART to resolve this issue. Figure 2 shows the distribution of respondents of
internal services. The largest fraction of the total respondents came from MISS (215, 35%) for
helpdesk request. ESS followed this up with their 20% contribution. It can be noted that during
the second quarter, they offered service for 3D printing which increased their number of
internal customers.

On Citizen’s Charter Awareness:

Effective 01 April 2024, the form now contains three (3) Citizen’s Charter Awareness
guestions and one (1) overall satisfaction question to align with the ARTA requirements. The
former are questions intentionally drafted to elicit the following — awareness, visibility, and
helpfulness. The first question aims to check if the client is aware of the Citizen’s Charter in
which all government service provider is required! to have. The succeeding question aims to

1 This can be traced to Section 6 of RA 11032. This was then followed up ARTA Memorandum Circular 2019-002
which is the guidelines on the implementation of Citizen’s Charter in compliance to the mentioned Republic Act. A
supplementary guideline was also released — ARTA MC 2019-002A.



check the CC visibility in the office. Lastly, it aims to verify how helpful the CC was during the
whole transaction. Table 2 shows the tally of the CC Awareness questions for the second
quarter of 2024.

More than half of the internal client was aware of the CC and only a few fractions (3.22%)
was not aware of it even after the transaction. On the other hand, this does not translate well
for the external clients — only roughly 40% of the customers were aware of CC. Despite that,
it is good thing to know that 12.92% were made aware after availing the services offered by
PNRI. The agency is hopeful that this will make their future transaction more seamless.

The CC visibility of internal services is higher by 9.63% compared to externals. However,
based on the very low percentage on choice 3 and 4, it can be deduced that both internal and
external have good visibility. The percentage on choice 1 is not representative of the visibility
metric since a lot of the clients did not even answer CC awareness questions?. The same
pattern can be seen in the third CC question. The internal has higher percentage of CC
helpfulness than external; but, overall, both were able to help the customers during their
transaction.

Table 2: Tally of CC Awareness Questions

. Internal External
Citizen’s Charter Answers
Response | Percentage | Response | Percentage
CC1: Which of the following describes your awareness of the CC?
1. lknowwhata CCis and | saw this office’s CC. 326 52.50% 319 39.24%
2. Iknowwhata CCis but | did not see this office’s CC. 31 4.99% 28 3.44%
3. llearned of the CC only when | saw this office’s CC. 11 1.77% 105 12.92%
4. IdonotknowwhataCCisand | did not see this office’s CC. 20 3.22% 118 14.51%
* The customer leaves the question blank 233 37.52% 243 29.89%
CC2: If aware of CC, would you say that the CC of this office was...?
1. Easytosee 292 47.02% 304 37.39%
2. Somewhat easy to see 47 7.57% 129 15.87%
3. Difficultto see 2 0.32% 14 1.72%
4. Notvisible at all 8 1.29% 4 0.49%
5. NA 34 5.48% 89 10.95
* The customer leaves the question blank 238 38.49% 273 33.58%
CC3: If aware of CC, how much did the CC help you in your transaction?

1. Helped very much 302 48.63% 348 42.80%
2. Somewhat helped 42 6.76% 95 11.69%
3. Did nothelp 0 0% 0 0%
4, NA 38 6.12% 87 10.70%
* The customer leaves the question blank 239 38.49% 283 34.81%

On

Overall Satisfaction:

The overall satisfaction® is separate from the eight service quality dimensions indicated in
ARTA MC 2022-05. This gives us an idea of how the customer perceived the whole
experience. Presented on Table 3 is the overall score for SQDO — 10" column using average

2 It can be seen that 29.89% of external respondents did not answer CC1, 33.58% on CC2, and 34.81% for CC3.
The same pattern can be observed on internal respondents — that is, around 1/3 of the respondents did not
answer the CC questions.

3 This is the first time that PNRI incorporated this into its quarterly report. The pattern of table 3 was from Annex
B CSM Report Outline and Sample Report of the previously mentioned Memorandum Circular. However, on this
case, a Left blank column was added on Table 3 since not all customers answered this part.



while the 11" column using the metric specified in Annex A*. Kindly refer to the attached annex
for the computation of Overall Score metric. For the second quarter, we have achieved a
99.48% rating which translates to an Outstanding score.

Table 3: Overall Satisfaction tally and score

Strongly Neither . Strongly *Left Total Overall | Overall
Agree | Agree nor |(Disagree| . NA
Agree > Disagree blank | Responses | (Ave.) | (Per.)
Disagree

SQDO: Overall
Satisfaction 663 98 3 1 0 8 40 813 4.86 | 99.48%
(External)
SQDO: Overall
Satisfaction 574 34 0 0 0 0 13 621 4.94 100%
(Internal)

On Service Quality Dimensions:

Table 4 shows the individual service quality dimension score on each service (12"
column). Given the 813 respondents from 22 services, the average respondents per service
is 37. The services with highest rating (and with equal or more than 37 respondents) came
from ISS Electron Beam Irradiation, Gamma Irradiation (SSI), and service from NTC. The first
two got a rating of 4.99 while NTC got a score of 4.91. For external services rendered in the
second quarter of 2024, the weighted average per service quality dimension is as follows: 4.86
for Responsiveness, 4.89 for Reliability (Quality), 4.84 for Access and Facilities, 4.91 for
Communication, 4.83 for Costs, 4.92 for Integrity, 4.89 for Assurance, and 4.89 for Outcome.
Overall, PNRI attained a rating of 4.88 equivalent to a Very Satisfactory rating. This is lower
than the previous quarter’s external rating of 4.91. Among the eight SQDs, Access and
facilities got the biggest difference from previous quarter (4.92 last quarter and 4.84 for this
guarter). Nonetheless, this is well within the Quality Objective of PNRI.

For internal services, the average respondents per service is 44 respondents. The three
highest rated internal services with the number respondents more than the average are the
following: HRMRCS Issuance of Service Issuance of Service Records, Office Clearance, and
Contract of Service for Foreign Travel (4.98), MISS Helpdesk Request (4.97), and ESS
Diagnosis/Troubleshoot/Repair (4.91). It is important to note, however, that other services
attain a score higher than the third spot’s score. It just so happens that we are only looking for
services with correspondence equal/higher than the average. As rule of thumb, a larger pool
of respondents would mean more reliable representation. For a more detailed overall score
on each service, kindly refer to Table 5. The overall score of internal services for the second
quarter of 2024 is 4.93, maintaining the previous quarter’s score.

With both internal and external, PNRI got the following service quality dimension scores:
4.89 for Responsiveness, 4.91 for Reliability (Quality), 4.87 for Access and Facilities, 4.93 for
Communication, 4.85 for Costs, 4.93 for Integrity, 4.91 for Assurance, and 4.92 for Outcome.
This translates to an overall score of 4.90 equivalent to a Very Satisfactory rating.

4 The respondents with no answer are counted as number of respondents who answered “NA” in the overall
score metric on Annex A.



Table 4: External Services CCSS Report for Q2 of 2024 (April-June)

From the month of April-June, PNRI gathered a total of 813 external respondents. The 796 respondents came from clients who availed external services
listed in the agency’s Citizen’s Charter (CC) and 17 respondents from services not included in the CC. PNRI got an overall rating of 4.88 for external services
rendered in Q2 2024 equivalent to a Very Satisfactory result. The individual score of each service is indicated in the table below.

Ser\{lce No. Service Delivered Responsiveness Rellab.l lity Acc'e S s & Communication | Costs | Integrity | Assurance | Outcome | Score | Remarks No. of
Provider (Quality) Facilities Respondents
Issuance of New/Amendment of
1+ [Radioactive Materiallicense _ , 4.60 4.70 4.59 472 463 477 4.73 463 467 VS 60
Issuance of Renewed Radioactive Material
License
LRES o | Issuanceof Certificate of Exemption (COE) 4.50 5.00 4.50 5.00 450  5.00 4.50 5.00 4.75 Vs 8
and Other Certifications
Issuance of Certificate of Release of
3 Radioactive Materials (COR) from the 4.70 4.86 4.66 4.88 4.59 4.91 4.68 4.79 4.76 Vs 56
Bureau of Customs
4 | Conductof Regulatory Inspection and Audit 4.90 4.86 NA 4.95 475  4.95 4.95 486  4.89 Vs 21
IES of Radioactive Materials and Facilities
5 Issuance of Permit to Transport 4.88 4.80 4.92 4.84 4.84 4.84 4.84 4.88 4.86 Vs 25
OSL Personnel Monitoring Services 4.88 4.88 4.88 4.88 4.75 4.88 4.81 4.88 4.85 'S 16
6**
TLD Personnel Monitoring Services 5 5 4.50 5 5 5 5 5 4.94 'S 2
Calibration and Dose Measurement
Services: Activity Meter / Teletherapy
7* | Machine / Sources for Brachytherapy 4.93 4.93 4.93 4.87 4.87 4.93 4.93 4.93 4.92 Vs 15
Calibration of Radiation Monitoring
Instruments
Radiation Control: Swipe Sample Analysis
RPSS 8% | Radiation Control: Leak Testing of Sealed 5 5 5 5 5 5 5 5 5 0 4
Sources
9 Radiation Control: Radiation Monitoring ) i ) i i i ) i i ) i
and Hazards Evaluation
10 | Radiation Control: Lease of Survey Meter - - - - - - - - - - -
11 | Lease of Moisture Density Gauge - - - - - - - - - - -
Temporary Storage of Radioactive Material
12* 5 5 5 5 4.50 5 5 5 4.94 VS 2
Radioactive Waste Management Services
13 | Electron Beam Irradiation Services 5 5 4.98 5 5 4.98 5 5 4.99 VS 40
ISS Gamma Irradiation Services: Self-shielded
14 | Gamma Irradiator - Gammacell 220 (GC) 4.99 5 5 4.97 4.99 5 5 5 4.99 VS 68

and Ob-Servo Sanguis (ObS)




Gamma Irradiation Services: Multipurpose

15| \rradiation Facility 5 5 5 4.94 5 5 5 5 4.99 Vs 31
NATAS 16 | Radiometric and Chemical Analysis 4.89 4.89 4.89 4.89 4.89 4.89 4.89 4.89 4.89 Vs 9
ITS 17 | Gamma Column Scanning - - - - - - - - - - -
ESS 18 | Instrument Repair: Survey Meter 5 5 5 5 4.75 5 5 5 4.98 VS 6
19 | Microbiological Analysis 5 5 5 5 5 5 5 5 5 0 4
BMRS
20 | Cytogenetic Analysis 5 5 5 5 5 5 5 5 5 (o} 2
Nuclear Training Services: Application to
Training Courses
Nuclear Training Services: Response to
Request for Training Course
NTC 21* | Nuclear Training Services: Processing of 4.89 4.90 4.89 491 4.92 4.91 4.93 4.93 4.91 Vs 107
OJT Application
Nuclear Training Services: Processing of
Application for Thesis/Research
Advisorship Program
22 | Nuclear Awareness Seminars and Exhibits - - - - - - - - - - -
23 | Guided Tour of PNRI Facilities 4.87 4.87 4.83 4.93 4.84 4.92 4.91 4.88 4.88 Vs 314
NIDS
Library Services
24* 5 5 5 5 5 5 5 5 5 0 6
Online Library Services
Other Services not Included in Citizen's Charter
257 | On-The-Job Training (OJT) 4.86 4.86 4.64 4.93 4.46 4.79 4.71 4.86 4.77 Vs 14
26T | Thesis/Research Advisorship 5 5 5 5 5 5 5 4.67 4.96 VS 3
Overall Score per Service Quality Dimension 4.86 4.89 4.84 4.91 4.83 4.92 4.89 4.89 4.88 VS 813

Notes:

*%

These services are separated in the Citizen’s Charter. However, the CCSS form are kept and/or considered as one.

These services are listed as one service in the Citizen’s Charter. However, the CCSS forms are separated.

On-The-Job Training (OJT) and Thesis/Research Advisorship are catered by multiple sections of PNRI. For the former, six (6) survey
respondents came from ESS, one (1) from CRS, and seven (7) from BMRS. In addition, three (3) survey response from CRS were
received for Thesis/Research Advisorship.




Table 5: Internal Services CCSS Report for Q2 of 2024 (April-June)

PNRI got an overall score of 4.93 for internal services rendered in the second quarter of the calendar year 2024. This was calculated from the 621
respondents who availed services within PNRI. The individual score of each service is indicated in the table below.

Serv.lce No. Service Delivered Responsiveness Re"ab.' lity Acc'e s s & Communication | Costs | Integrity | Assurance |Outcome | Score | Remarks No. of
Provider (Quality) Facilities Respondents
1t | Processing of Purchase Request - - - - - - - - - - -
of Processing and Approval of Purchase ) ) ) ) ) i ) i i ) i
PPS, AS, Order (PO) and Job Order
BS Processing of Payment for Purchase
3t | Orders (PO), Job Orders (JO) and - - - - - - - - - - -
Contracts
Processing of Government Obligation
and Payment of Various
BS,AS | 4 | heimbursements 5 5 5 5 NA 5 5 5 5 0 6
Processing of Government Obligation
and Payment for I0Ts and LTOs
Issuance of Service Records, Office
HRMRCS 5 Clearance, and Contract of Service for 5 4.99 4.98 4.98 4.96 4.97 4.99 5 4.98 VS 87
Foreign Travel (Official/Personal)
Collection of Payments and Deposits
6t | forVarious PNRI Services thru the e- - - - - - - - - - - -
CS Payment System
7t Disbursement of Checks/ADA ) ) ) ) ) i ) i i ) i
Preparation
8 Request for Use of PNRI Vehicle - - - - - - - - - - -
9 Request for Equipment/Materials ) ) ) ) ) i ) i i ) i
Brought In/Out to PNRI
10+ | ReauesttoWork during Weekends and 5 4.93 4.93 4.97 487 497 5 5 4.96 Vs 30
GSS Holidays
Request for Carpentry, Electrical/
1 Telephone and Plumbing Works 5 5 5 5 NA 5 4.95 5 4.99 vs 20
12 Rquest for Photocopying and Printing 5 5 5 5 NA 5 5 5 5 0 3
Service
Other Services not Included in Citizen's Charter
PPS 13 | Issuance of Supplies 444.88 4.84 4.94 4.94 4,74 4.94 4.88 4.90 4.89 Vs 51
MISS 14 | Helpdesk Request 4.96 4.97 4.93 4.97 NA 4.99 4.97 4.99 4.97 VS 215
ICS 15 | Processing of Indorsement 4.76 4.84 4.74 4.85 4.82 4.84 4.83 4.84 4.81 VS 80
ESS 16 | 3D Design/Modelling/Printing 5 4.88 5 5 5 5 5 4.94 4.98 Vs 17




17 | Diagnosis/Troubleshoot/Repair 4.92 4.89 4.89 4.92 4.91 4.91 4.91 4.92 4.91 VS 53

18 | Fabrication/Design/Assembly 4.85 5 4.9 4.95 4.83 4.90 5 4.95 4.93 VS 20
19 | Cleaning/Check up 4.79 4.84 4.84 4.89 4.82 4.89 4.89 4.89 4.86 VS 19
g0 | Technical , 4.94 4.94 4.88 4.94 492 4.94 4.94 494 493 Vs 17
Assistance/Transfer/Evaluation
BDS 21 | IP/Business/Transfer Consultation 5 5 5 5 5 5 5 5 5 (0] 3
Overall Score per Service Quality Dimension 4.93 4.93 4.91 4.95 4.88 4.95 4.94 4.95 4.93 VS 621
Note:

T These services include multiple units and are already part of the core function of their office. CCSS report on these services is yet to be addressed by CART.
* Although this is listed in GSS, CCSS submission of raw data was made by HRMRCS

Table 6: Overall Customer Rating for Q2 2024 (April-June)

Weighted average was used to get the overall score per Service Quality Dimension with the number of respondents as weights. For this quarter, PNRI got
an overall rating (external and internal) of 4.90 which corresponds to a Very Satisfactory rating.

Responsiveness thllil:l:iitl;t)y ?:gﬁlst?ei Communication Costs Integrity Assurance Outcome Score Remarks Res:‘:g;uoi:ents
External 4.86 4.89 4.84 491 4.83 4.92 4.89 4.89 4.88 Vs 813
Internal 4.93 4.93 491 4.95 4.88 4.95 4.94 4.95 4.93 Vs 621
Overall 4.89 4.91 4.87 4.93 4.85 4.93 4.91 4.92 4.90 VS 1,434




Figure 1: External Respondents Distribution for Q2 2024

Figure 1 shows the distribution of the external survey respondents for the second quarter of 2024. It illustrates the number of respondents per service
providing unit of PNRI. Actual respondents per service is listed in Table 4 for a more detailed information. There are a total of 813 respondents which is
higher than the previous quarter by 20.27%.
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= Nuclear Analytical Techniques Application Section

= Chemistry Research Section

Note: Arranged from highest number of respondents to lowest in a clockwise manner starting at the top.



Figure 2. Internal Respondents Distribution for Q2 2024

The total number of internal respondents of Q2 2024 is 621. MISS has the biggest contribution comprising of 35% of the total number of respondents.
The number of respondents per service providing unit as well its percentage on the total number of internal respondents is illustrated as pie chart
in Figure 2 (arranged from highest to lowest in a clockwise manner starting at the top).
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Table 7. Services with no CCSS Report

12 of 47 (25.5%) services did not have a CCSS report for Q2 of 2024. This table
summarizes and details these services as well as the reasons why there were no CCSS
reports made. Previous quarter’s no submission rate was 27% but it does not mean that the
number of services with no submission has declined. There are still 12 services with no CSM
report, and, in fact, these are the services with no submission in the previous quarter. The only
difference was the number of services increased — ESS offered 3D printing and there’s
Thesis/Research Advisorship on this quarter. The number of services increased
(denominator) making the overall no submission rate lower.

Service Provider Service Delivered Remarks
EXTERNAL
Radiation Control: Radiation Monitoring and Hazards .
. No service rendered
Evaluation
RPSS Radiation Control: Lease of Survey Meter No survey respondent
Lease of Moisture Density Gauge No service rendered
ITS Gamma Column Scanning No service rendered
NIDS Nuclear Awareness Seminars and Exhibits No service rendered
INTERNAL
Processing of Purchase Request
Processing and Approval of Purchase Order (PO) and No CSM

PPS, BS,AS | Job Order

Processing of Payment for Purchase Orders (PO), Job
Orders (JO) and Contracts
Collection of Payments and Deposits for Various PNRI

(to be addressed by CART)

CS Services thru the e-Payment System No CCSS data submitted
Disbursement of Checks/ADA Preparation
GSS Request for Use of PNRI Vehicle No customer survey

Request for Equipment/Materials Brought In/Out to PNRI respondents




IV. Summary

PNRI received a “Very Satisfactory” rating of 4.90 for the second quarter of 2024 (period
covering April to June 2024). This result is well within the Quality Objective of the organization.
The average per service dimension for all external and internal services are as follows: 4.89
for Responsiveness, 4.91 for Reliability (Quality), 4.87 for Access and Facilities, 4.93 for
Communication, 4.85 for Costs, 4.93 for Integrity, 4.91 for Assurance, and 4.92 for Outcome.

The overall number of respondents for this quarter is 1,434 which is 22.67% higher than
the previous quarter. For external services with respondents more than the average external
respondents per service, the three services with the highest average rating were the foliowing:
ISS Electron Beam Irradiation (4.99), ISS Self-shielded Gamma Irradiation (4.99), and
services offered by NTC (4.91). On the other hand, internal services from HRMRCS, MISS,
and ESS got the highest rated service (with more than 44 respondents) for this quarter.

PNRI is steadfast in its commitment to provide quality to all clients and customers. The
result of this survey shall be a benchmark in developing and creating more dynamic and
innovative action plans towards the continuous improvement of the Quality Management
System and the organization.

Noted by:

CARLO A. CIELA,
Director, PNRI



Annex A

SUPPLEMENTARY NOTES

During the previous quarter’s report, it was noted that the PNRI CSM form was being
revised to comply with ARTA requirements. The new form was effective 01 April 2024 (start
of Q2) and due to this, some parts of the CCSS report are added. These are the following:

1. Addition of the Overall Satisfaction (SQDO)

2. Addition of CC Awareness questions

For reference:

This is part of the supplementary note of the previous quarter’s report. We are referencing it
as it is still relevant to this report.

“Although ARTA only requires that the CSM Report be submitted annually, the Philippine
Nuclear Research Institute diligently posts its CSM Report on a quarterly basis. It follows to
reason that the quarterly report should have the same presentation of data as the annual
report. However, it may not correspond well with the metric being used in the quality objectives
of some process owners. Many service delivery units in the agency monitor their customer
satisfaction with (weighted) average as metric. As stated in the ARTA MC 2023-05, the overall
score should be based on the given formula:

_NSA+NA
NT_NNA

Ng, - the number of respondents who answered “Strongly Agree”
N, - the number of respondents who answered “Agree”

Ny - the total number of respondents

Nya - the number of respondents who answered “Not Applicable”

This creates a dilemma on which metric should be presented. To resolve such a case,
weighted average will be used in quarterly report (just like the previous reports). However, it
will now include a separate annex to show the scores using ARTA metric.”



Annex B

This section presents the data in Table 4 and 5 of this report using the metric specified by ARTA. Overall score will be interpreted using Table 8.

Table 8: Rating system of the client satisfaction survey (overall score based on ARTA MC 2023-05)

Percentage Rating

Below 60% Poor
60.0% - 79.9% Fair
80.0% - 89.9% Satisfactory

90.0% - 94.9%

Very Satisfactory

95.0% - 100%

Outstanding

Table 9: Conversion of Table 4 using the metric specified in Annex A (supplementary notes).

Service | o Service Delivered Responsiveness | Ncuapilty | Access& | oo 0 nication | Costs | Integrity | Assurance | Outcome | Score | Remarks | Numberof
Provider (Quality) | Facilities Respondents

Issuance of New/Amendment of
Radioactive Material License

1 oactv 1AL LICONSe 91.67 95.00 94.92 98.33 9492  98.33 96.67 96.67  95.81 0 60
Issuance of Renewed Radioactive
Material License

LRES Issuance of Certificate of Exemption

2 (COE) and Other Certifications 100 100 100 100 100 100 100 100 100 0 8
Issuance of Certificate of Release of

3 Radioactive Materials (COR) from the 100 100 100 100 100 100 100 100 100 (0] 56
Bureau of Customs
Conduct of Regulatory Inspection and

4 Audit of Radioactive Materials and 100 100 NA 100 95 100 100 100 99.29 (0] 21

IES Facilities

5 | Issuance of Permit to Transport 100 100 100 100 100 100 100 100 100 0 25

6 | OSLPersonnel Monitoring Services 100 100 100 100 93.75 100 93.75 100 98.44 0 16
TLD Personnel Monitoring Services 100 100 100 100 100 100 100 100 100 2
Calibration and Dose Measurement
Services: Activity Meter / Teletherapy

RPSS 7 Machine / Sources for Brachytherapy 100 100 100 100 100 100 100 100 100 0 15

Calibration of Radiation Monitoring
Instruments
Radiation Control: Swipe Sample Analysis

8 Radiation Control: Leak Testing of Sealed 100 100 100 100 100 100 100 100 100 0 4
Sources




Radiation Control: Radiation Monitoring

9 | and Hazards Evaluation ) i i ) ) ) i ) i i )
10 | Radiation Control: Lease of Survey Meter - - - - - - - - - - -
11 | Lease of Moisture Density Gauge - - - - - - - - - - -
Temporary Storage of Radioactive
12 | Material 100 100 100 100 100 100 100 100 100 o} 2
Radioactive Waste Management Services
13 | Electron Beam Irradiation Services 100 100 100 100 100 100 100 100 100 0 40
Gamma Irradiation Services: Self-
ISS 14 | shielded Gamma Irradiator - Gammacell 100 100 100 100 100 100 100 100 100 (0] 68
220 (GC) and Ob-Servo Sanguis (ObS)
15 | Gamma Irradiation Services: 100 100 100 96.77 100 100 100 100  99.60 0 31
Multipurpose Irradiation Facility
NATAS | 16 | Radiometric and Chemical Analysis 100 100 100 100 100 100 100 100 100 9
ITS 17 | Gamma Column Scanning - - - - - - - - - - -
ESS 18 | Instrument Repair: Survey Meter 100 100 100 100 100 100 100 100 100 0 6
19 | Microbiological Analysis 100 100 100 100 100 100 100 100 100 0 4
BMRS - -
20 | Cytogenetic Analysis 100 100 100 100 100 100 100 100 100 0 2
Nuclear Training Services: Application to
Training Courses
Nuclear Training Services: Response to
Request for Training Course
Nuclear Training Services: Processing of
NTC 21 | o1 Application 100 100 100 100 100 100 100 100 100 0 107
Nuclear Training Services: Processing of
Application for Thesis/Research
Advisorship Program
Nuclear Awareness Seminars and Exhibits
22 | Nuclear Awareness Seminars and Exhibits
23 | Guided Tour of PNRI Facilities 99.68 99.03 99.68 99.35 97.48  99.35 99.35 99.03  99.12 0 314
NIDS - -
Library Services
24 - - - 100 100 100 100 100 100 100 100 100 0 6
Online Library Services
Other External Services Not Included in the Citizen’s Charter
25 | On-The-Job Training (OJT) 100 100 85.71 100 84.62 100 100 100 96.29 14
26 | Thesis/Research Advisorship 100 100 100 100 100 100 100 100 100 3




Table 10

: Conversion of Table 5 using the metric specified in Annex A (supplementary notes).

Ser\{lce No. Service Delivered Responsiveness Re“ab.' lity Acc.e S s & Communication | Costs | Integrity | Assurance |Outcome | Score | Remarks No. of
Provider (Quality) Facilities Respondents
1t | Processing of Purchase Request - - - - - - - - - - -
ot Processing and Approval of Purchase _ _ _ _ _ _ ) _ ) ) )
PPS, AS, Order (PO) and Job Order
BS Processing of Payment for Purchase
3t | Orders (PO), Job Orders (JO) and - - - - - - - - - - -
Contracts
Processing of Government Obligation
and Payment of Various
BS, AS 4 Reimbursements 100 100 100 100 NA 100 100 100 100 0 6
Processing of Government Obligation
and Payment for I0Ts and LTOs
Issuance of Service Records, Office
HRMRCS 5 Clearance, and Contract of Service for 100 100 100 100 98.08 98.85 100 100 99.62 (0} 87
Foreign Travel (Official/Personal)
Collection of Payments and Deposits for
6t | Various PNRI Services thru the e- - - - - - - - - - - -
CS Payment System
7t Disbursement of Checks/ADA ) ) ) ) ) i ) i i ) i
Preparation
8 Request for Use of PNRI Vehicle - - - - - - - - - - -
9 Request for Equipment/Materials ) ) ) ) ) _ ) _ ) ) _
Brought In/Out to PNRI
10+ | ReauesttoWork during Weekends and 100 100 100 100 95.65 100 100 100 99.46 0 30
GSS Holidays
11 | Requestfor Carpentry, Electrical/ 100 100 100 100 NA 100 100 100 100 0 20
Telephone and Plumbing Works
1o | Reauestfor Photocopying and Printing 100 100 100 100 NA 100 100 100 100 0 3
Service
Other Services not Included in Citizen's Charter
PPS 13 | Issuance of Supplies 100 100 100 100 96.77 100 100 100 99.60 (0] 51
MISS 14 | Helpdesk Request 100 99.53 98.55 100 NA 100 100 100 99.73 0 215
ICS 15 | Processing of Indorsement 98.75 100 98.57 100 100 100 98.75 100 99.51 0 80
16 | 3D Design/Modelling/Printing 100 100 100 100 100 100 100 100 100 0 17
17 | Diagnosis/Troubleshoot/Repair 100 100 100 100 100 100 100 100 100 0] 53
ESS 18 | Fabrication/Design/Assembly 100 100 100 100 100 100 100 100 100 0 20
19 | Cleaning/Check up 94.74 100 100 100 100 100 100 100 99.34 0 19
g0 | Technical 4 100 100 100 100 100 100 100 100 100 0 17
Assistance/Transfer/Evaluation
BDS 21 | IP/Business/Transfer Consultation 100 100 100 100 100 100 100 100 100 (0} 3




Annex C

PRES-CSML0 Few. 510012003 |

Al infermation prowod Wil b el siely &5 ot

PHILIFPINE NUCLEAR RESEARCH INSTITUTE Control No.:
Commanwealth Ave., Diliman, Quezon City

Tel: (632) 8929-60-1010 19 (connecting all units) Dute:

Fax: (632) 8520-16-46

Customer/Client Satisfaction Survey (CCSS) Form

CUSTOMERI/CLIENT PROFILE: Fi the following information. (Kump

O Externa O  intemal

Mame: I | Age: Sex: 2 Male
(Pangalan) {Edad) {Kasaran) () Female

Address: 8 Home

(Tiratan) Blsiness

Contact Mumber [T=e=pano) E-mail address:
(Euladroka)

Type of Customen Client (U ng kiyents)-

Citzen/individual/Reprosentative {0} Business/Company
(oiivate indkadual as irsnsscting pobit) [representatve of business'company Smm)

{::I Organization/PO Gowornmarnt
{regreseniatve of an organizabonFecple s Oiganmisanan) ) [representatve of ather gouemment agancies including
gavemment-onned and confrolied corponatians)

Mame of Busingss, Organization, Company of Govemmant Agency:
(Fangalan ng Magosyo, Organisasyon, Kompanya o Ahensya ng Gobyemo)

Pleass spacily the serdce/s baing evaluated)ssssssed:
[ Tukuyin ang sarivisyo na seusum)

" AT ratings will not be considornd
CUSTOMERICLIENT SATISFACTION SURVEY: o B e dicaiing with a check mark ([ + | for yowr rad

“ ¥y 53 iy0 =3 pamamagdan ng paglagay
Criteria [Defnmcn) Outstanding Very Satislactory Fair Poor
Pamantayan [<amukgan) ] m:}m (3 2y i1

1. Responsivaness |Deivery of prompt serice or within the
prescnbediagnesd tme)
FPiagiigon (Vaaayon sa tinskdang panshan ang ixnigay na

sabisyo

2. Reliability (Quality] (Servioe or product confonms o e sel
requirements |
Kalidad mg serbisyo (Ang servsyo o produkio 3y SUMuSNOD 53
kinadalangan

1 Access & Facilities (Condtion of faciity; availabikty of equipment)
Kapaligiran (Lagay ng pasidag, mayroong kagamian

4. Communication (Saff s polte whils delvering the serace)
KominhiKasyon Magalang ang mga kawan 5a pagiibigay ng

sartisyo)

4. Costs (Value for money, predemed methods of payment, tmely
Billing)
Gasios (Maksiarungan ang presyo af parsan ng oeghayad

& Iniegrity (There is honesty, taimess, and trust in each servioe|
Infegridad (May katapatan, kalarwngan, af fwals 53 paggasa ng
hawal sertusyo

7. ASSUrANGE [Able o perform e senace comecty; provides night
saolution or advics 1o the problem or concem)
Pagtitiwals [Wagingwod nang fama; nagivgay ng tamang soiusyan
0 LEy0 P 53 Suliranin

8 Outcome (Realcason of the intended benedits)
Resulas Natupad ng sarbisyo ang benanisyting kalangsns

Comments and suggestons [Use e back page, if necessary|

Mga puns at mumgkatd [(Samtn ang Mkursn N7 CHATEN 0 kung Dnakavangan]

Priviesy Moties . Tha persona infommason nebeded i s Socumant shouid only e weed fof B porposss of sdminsienmng b semsy e am subjes o ow ues s egskalon s by Repui: el
R 10173 olvirwies inown ai Te Duta Privecy S of 2012 Any pirsonsd infomaion inthaced Ran may fol ba ot lof olfer purposes aiide froms B shaliad above

Frivacy Norfoe Ang mge persons ne LE By PTG T O (AT DA S U A SR A ansutod S Mo aifuslusit fg Balas Repabdes Big 107173 0
ang Daa Frivacy Astaf 20713, Hindd 80 Masaring Samils & D pang kit mailan s sakanggl




Annex D

PHRHCEMHI Rew. G04-01-2024 |

AN Infovrnation provided Wil be freafed sinicty o confldential

PHILIFPINE NUCLEAR RESEARCH INSTITUTE Control No.:
Commonwealth Ave., Diliman, Quezon City

Tel: (632) §923-60-10 to 19 (connecting all units) Duate: | |
Fax: (632) 8920-16-46

Customer/Client Satisfaction Survey (CCSS) Form

CUSTOMER/CLIENT PROFILE: Piease il out the following informiation. (Kumpletufin ang mgs SUmUsLnGd N Mpommasyon. |
0O Exdemal O  intemal

Mame: | | Apge: Sex: O Male

(Fangalan) (Edlad) (Kasaran) () Female

Address: Home

(Thahan) Business

Contact Number (Tekepano): | E-mall addrass: | |
{Sulatronik)

Type of CustomeriClient (L ng kilyente):

O clitzenindividualRepresentative (O} Business/Compan
(Difvate INoVITual 35 transacting putic) [rEpresentate wm»asa.mrrapanym
O ormgantzationPO Govarnment
{represantative of an organization/Pecple’s Ciganisation) () jrecresaniafive of cther government agencles nciuding

govemment-ownad and coniroied corporaiions)

Hame of Business, Organization, Company or Government Agency: | |
(Pangaian ng Negosyo, Organisasyon, Kompanya o Ahensya ng Gobyema)

Please specify the servicels being evaluatedi/assessed: | |
(TukLyin ang SETBisy0 Nia SNLSL)

CITIZEN'S CHARTER AWARENESS: Put acheck [+ on your answer io the Ciizen's Charier (CC) quesiions. (Lagyan ng isek () ang lyong sagot 53 mga

suMusUNGd 1a katanungan tungkol 53 CHZeN's Charter.)

CCA. Which of the following best describes youwr awareness of a CC?
[Aln 58 Mga SUMUSLNGd ang Nagialarawan 53 [yong kealaman 53 CC7)

[] 1.1 wnow what & CC 12 and | =aw this ofice’s CC.
[Aram ko ang CC af nakifa ko Bo 53 napuntahang opising.)

[ 21 know what a CC I bat | did HOT see this ofce’s CC.
{Alam ko ang CC pen hindl ko Mo nakiia 53 napuntahang opising.)

[] =1 1eamed of tha CC only when | 8w this offics's CC.
(Nalaman ko &ng CC nang makita ko K0 58 napuniahang oplsing.)

[J 4.1 do not know what a CC ks and | did not 2se one In this offics. Anawer SUA’ on CC2 and CC3.
(Hinal ko alsm kung ano ang OO af wals akong nakita 53 napunfahsng apising. Lagyan ng f5ek ang NA° 53 CC2 at CC3 kapag fo ang yong sagal)
CC2. If aware of CC (answered 1-3 in CC1), would you say that the CC of this office was ... 7
(Kung alam ang CC (MNag-tsek 53 apsyon 1-3 52 CCT), masasshl mo ba na ang OC nang nepunianang aosing ay.-.)
[ 1. Esay to zae jMsdatng makia) [ 4. vt visioie at an Hina makts)
[ z somewnat sasy fo sss (Medyo madaling makita) O 5.ma
[0 = oimewt o sse (Mahisp makes)
CC3. If aware of CC (answered codes 1-3 in CC1), how much did the CC help you in your transaction?
{Kung alam ang CC (nag-tsek 53 apsyon 1-3 53 CCT), gaand nakafulang ang CC 53 Fansaksyon ma)
[ 1. Helpsd very much [Sobrang nakatulang) [ 3. Dkt not help (Hingr nakatuiong)
[ 2 somewhat helpad (Nakstuong naman) O 4mwa

Privacy Moflca: The personal Imformiation Inciudesd In this document shouid only be wsed for the purposss of aministenng the survey and are subject to Me nules and
reguiations sat by Reputile Act Mo. 10173, othamwise known a5 the Data Privacy Actof 2012. Any personal Information Inciuded harsin may not be used for other purposas
aside from those stated above.

Privacy NoTcs: Ang mga personal na Impomasyon 53 dokumentong Ko Sy maaar! lsmang gamitin para 53 layunin ng suney na o &t alnsunod 52 mga afuninin ng
Batss RepubWia Big. 10173 o ang Data Prvacy Act of 2012, Hindl o Maaanng gamitn 53 13 pang ayunin maiban 53 Nabanggt




SANORYMOUS rawngs will not be considensd
CUSTOMER/CLIENT SATISFACTION SURVEY: Piease evaluate the senvice provided o you by Indicating with 3 check mark (- fior your rating fo the

'“II following critesia. (Pakisur ang sertésyong ibinkay 53 Ivo 5a pamamagiian ng pagiagay ng ek (]
4 & MErka 53 SUMUSLINGD N3 mga pamantayan.)

"-L'x' :’:‘: 'gj '_,!\' ﬂq WA
Criteria (Definition) Strongly Agree | Meither Agree | Disagree | Stronaly Hot
Pamantayan (Kahulugan) Agree nor Disagree Disagree | Applicable
(&) i) @ i2) 1)

0. Owerall Satisfaction
{1 am satisfied with the senvice | avalled)

Pangkalzhatang Kasiyahan
{Maslyahan a0 53 aking Natanpgap na serbizyo)

1. Responsiveness

{ Defivery of PRt senvice of within the prescrinediagresd time)

Fagiugon

(Na3ayon 53 Minakdang panahan ang \binigay na serisyo
2. Reliability (Guality)

{Senvice of product coefonTes to the set requirements)

Kalidad my serbisyo

{ANg sarisyo o produkls 2y SUMUSLNGT 53 kinakalangan)
i Access & Facilities

{Condifion of tadilty; avallabiity of equipment)

Kapaligiran

{Lagay ng pasiidad; mayrong kagamitan)

4. Communication
[Staf |5 polie while dellverng e sandce)

Komunikasyon
(Magalang ang mga kawan! 53 pagiibhyay ng serbksya)

5 Costs
[Viaue for money, prefemed methads of payment, tmely biling)
Gastos
(Maksiarungan ang presyo &t paraan ng pagbayad)

6 Integrity
{There ks honesty, falmess, and trust In each sevice)
Integridad
M=y katapatan, Kstarungan, & Wala 58 paggana ng bawal
sarhisya)

7. Assurance
{Abie to perform the sesvice comecty; provides night soiusion or
advice to the protlem or concem)
Fagtitiwaila
(Magiingkod nang tama; nagbigsy ng Smang solusyon o payo
para sa sullraning

g Outcome

{Realization of the Intendad benafis)

Resula

(MNafupad ng serbésyo ang beneplsyong kaliangan)
Comments and suggesdons:

Mga puna ar mungkahi:




Annex E

On-the-Job Training Program

PHRVNTC Farmn 28

Rav. IV 12 Ochober 2015

Ewvaluation Form
MName of Trainee:
School! Institution;
Supervisor:
Paosition: Section’ Division:
Dwration of Training:

Indicate your level of agreement to the following statements using the following scale:

1-Sirongly Disagree; 2-Disagree; 3-Undecided; 4-Agree; 5-Strongly Agree
Fiease check «"on appropriate box, Wintten cormments wil be sporecialed,

ITEMS TO BE RATED

1. TRAINING PROGRAM

1.1 [Hfind my section placemeant in PHNRI relevant 1o iy course.

1.2 The achities given o me during my fraining program is apgpropriate for my
educational background.

1.3 The tasks assigned to me are well paced and distributed appropriataly
throughout the duration of my training.

14 The OJT program has enhanced my knowledge and developed my skills,

1.5 The OJT program was able 1o help me prepane Tor my ullre Canssr.
2. SUPERVISOR

21 | have good working relationship with my OJT Supervisor.

2.2 My suparvisor has provided adequate tima for coachingd mentoring.

23 My supervisor assigned lasks that are approgriale for my knowledge and
shills.

3. FACILITIES AND VENUE

3.1 Equipment, tools and other facilities ara available and adaquata.

3.2 The training venue s conducive for learming.

=

na

né

nia

Comments and suggestions:




Annex F

PHNRINTC Form 06
Rew. 27 14 Agril 2014

Page 1l 2

PHILIPPINE NUCLEAR RESEARCH INSTITUTE
Muclear Training Center
Commonwealth Avenue, Diliman, Quezon City
COURSE EVALUATION FORM

TITLE OF THE

TRAINING COURSE:

FERIOD COVERED

I. PERSOMAL DATA

1. Mama feptiana):

2. Age: 3. Sax 0 Male O Female
4. Martal Status; 1 Unmarried 0 Marned

i Position: [ Technical 0 Non-Technical (1 Supervisary O Non-Supervisory

6. Length of Service;

7. Highest Educational Attainment:

DIRECTION: In relation o the activity you have paricipated in, please check the appropriate
box o indicate vour honest and objective assessment of the following:

Wiy

A. Program of Activities Poor Fair Soimlaciory | Gafslacory | Qulslanding

1.

Scheduling (adequacy of time allotted for
sach activity)

2,

Sequencing of oplcs activities (lopics
sequenced according te impomance of other
critaria)

Implementation
Relevance of topics! activities 1o objectives

Adequacy of treatment

Very

Materials Poar Fair Satisfactory | Satefactery | Ousstanding

Cuality

Cantent

Packaging

Adequacy

Relevance to needs of particpants

[FRETETRT=h [R[EE

Lip-to-daledness

1.

iC. Program Objfeciives Cigscres | Disagres | Undecided Agrea

Sitrongly Strangly
Agren

Objectives were undarstood wall

2.

Qbjectives wene atlainad

1.

Vary

. Ve Poor Fair Sainfeciory | Sstefachory | Ousstanding

Servicas

2,

Facilities [ Baht, water, ventilation, noise,

resirooms)




PNRINTC Farm 06
Rev. 2/ 14 April 2014

Paga 2ol 2
E. Content and Performance
1. How satisfied are you with the training course?
[ ]Not at all satisfied [ ] Verysatisfied, or
[ ]Quite satisfied [ ]Extremely satisfied
[ ] Satisfied
2. Professionally, do you regard your participation i the traming course as
[ ]Useiess, [ ]Relevant and informative, or
[ ]Oflittle use, [ ] Highly relevant and very informative?
[ ] Quite relevant and quite informative,
3. Do you regard the coverage of the training course as
[ ] Not balanced and lacking in scme areas/ topics,
[ ] Balanced,
[ ] Sufficiently balanced, but should be mproved,
[ 1Well-balanced and very comprehensive, but maore time is needed, or
[ ] Well-programmed?
4. How do you find the practical laboratory exercises as an application of the principles earned in the
lacture?
[ ]Useless. [ ]Relevant and informative.
[ ]Oflitie use. [ | Highly relevant and very Informative.
[ 1 Quite relevant and quite informative.
5. How was the entire training course supervised?
[ ] There is evident lack of supervision,
[ ] Fairly supervised, but the schedule of activities s encugh guidance.
[ ]Well supervised, but there is lack of time for some activities or lecturers.
[ ] Verywell supervised.
[__]Others. Please spacify:
6. How do you find examinations as a way of evaluating the performance of participants?
[ ]Unrealistic and effective.
[ ] Aithough not a reliable standard, exams force one to study and perhaps leam,
[ ] Stillthe most effective measure of how much one has learned.
[ ]Others. Please specify:
7. If you have any recommendations regarding the conduct or scheduling of the training course,
please state tham:
8. Would you recommend this training course 1o your colleague of friend?|[ |Yes [ ]No

If yes, please give details:
Name:

Organization;

Address:




