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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 indicated in the ARTA
Memorandum Circular 2022-05 namely: (1) Responsiveness (Delivery of prompt service or
within the prescribed/agreed time); (2) Reliability (Quality) (Service or product conforms to
the set requirement); (3) Access & Facilities (Condition of facility; Availability of equipment);
(4) Communication (Staff is polite while delivering the service); (5) Costs (Value for money,
preferred methods of payment, timely billing); (6) Integrity (There is honesty, fairness, and
trust in each service); (7) 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).

This quarterly report is a consolidation of all CCSS conducted by the different service
providing unit of the agency with their respective services for the period of January to March
2024 (Quarter 1 of calendar year 2024).

Il. Methodology

The PNRI CCSS Form Rev. 5 (document code PNRI-CSM-01) is given to all external and
internal customers after completion of the availed service. 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 the abovementioned forms are attached as annexes to
this report.

The PNRI-CSM-01 Rev. 5 is divided into two parts, namely Customer/Client Profile and
Customer/Client Satisfaction Survey. The Customer/Client Profile section 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. On the other hand, the Customer/Client
Satisfaction Survey section details the eight service quality dimensions mentioned in section
I. The customer/client must rate each service quality dimension using a 5-point Likert scale
indicated in the CCSS form (Annex C).

The survey respondents were composed of all external and internal clients as well as all
other interested parties using and intends to use radioactive materials and/or avail other
technical and non-technical services of PNRI (considered as external clients) as well as
interested parties within the organization (internal clients). Weighted average is used in the
analysis of the survey using the number of respondents in each respective service as weights.

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.
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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

[1l. Results and Discussion

There were 25 external services from 11 service providing units. Services indicated in
Table 2 are the services enumerated in the PNRI Citizen’s Charter (CC). Five (5) services do
not show any record of customer response due to the reasons stated in Table 5 of this report.
For the first quarter of the calendar year 2024, the 20 external services got a total of 676
respondents. They were primarily composed of private and public hospitals, companies,
licensees, other government institutions, students, industries, private companies and
individuals and the like. More than fifty percent (51.33%) of the total number of respondents
came from 3 sections of PNRI. The three service providing units with highest number of
respondents were ISS (124, 18.34%), NIDS (117, 17.31%), and NTC (106, 15.68%). However,
looking at the individual services, Guided tour got 111 respondents, while services under NTC
got a total response of 106. Thirdly, ISS Self-shielded irradiator got responses from 59 clients.

There were 676 total respondents from 20 services which makes the average
respondents per service 34 respondents. Considering the services with equal or higher than
34 respondents, it can be noted that the three highest rated services are the following: ISS
Electron Beam Irradiation, ISS Self-shielded Gamma Irradiation, and ESS Instrument Repair:
Survey Meter. Their average scores were 5, 4.97, and 4.96, respectively. It should also be
noted that NATAS Radiometric and Chemical Analysis got an overall rating of 4.98 from 23
respondents. For a more detailed information on the customer rating of each service, kindly
refer to Table 2.

For external services rendered in the first quarter of 2024, the weighted average per
service quality dimension is as follows: 4.91 for Responsiveness, 4.92 for Reliability (Quality),
4.92 for Access and Facilities, 4.91 for Communication, 4.84 for Costs, 4.92 for Integrity, 4.91
for Assurance, and 4.91 for Outcome. Overall, PNRI attained a rating of 4.91 equivalent to a
Very Satisfactory rating. This is higher than the external service rating from Q4 2023 by 1.03%
(previous rating for external service was 4.86).

Table 3 shows the summary of the individual service quality dimension rating of each
internal service (indicated in the CC and services not indicated in the CC). It can be noted that
some services, especially services which involve more than 2 units, did not have any CCSS
submission?. These services are usually already a core function of each unit and are being
done even without internal clients. As we move forward to aligning the CCSS report with the
annual report being submitted to ARTA, we are adding all services included in the Citizen’s
Charter in the quarterly report. This shall be addressed in the future, but for now, this issue
remains open — how should the services in the CC be reported for CSM if they are already
part of the core function of the unit?

! These are the services in Table 3 with dagger sign in their service number (column 2).



As for the number of respondents, PNRI was able to get 493 respondents from 13 internal
services (services in CC and not in CC) with CCSS report. Out of the 8 sections who have
submitted CCSS report, MISS has the most number of respondents (201 surveys, 40.77%).
This was followed by HRMRCS? (95 survey, 19.27%). For the third spot, both ICS and GSS
got the same number of respondents — 49 survey or 9.94% of the total respondents. The
highest rated internal service (with more than 20 respondents) is Issuance of Service Records,
Office Clearance, and Contract of Service for Foreign Travel (Official/Personal) with a rating
of 4.97. This was followed by Request to work during weekend with a rating of 4.96. As for the
third, both MISS Helpdesk Request and GSS Request for Carpentry, Electrical/ Telephone
and Plumbing Works got a rating of 4.95.

PNRI got an overall rating of 4.93 for internal services rendered in the first quarter of 2024.
The weighted average per service quality dimension are as follows: 4.93 for Responsiveness,
4.93 for Reliability (Quality), 4.92 for Access and Facilities, 4.94 for Communication, 4.89 for
Costs, 4.93 for Integrity, 4.93 for Assurance, and 4.94 for Outcome. This is the same as the
previous year’s rating and falls under the Very Satisfactory result.

Kindly refer to Table 4 for the summary of both internal and external service rating. The
overall PNRI rating (internal and external) for the first quarter of the calendar year 2024 is 4.91
which corresponds to a Very Satisfactory rating.

2 HRMRCS has submitted raw data for two services — Issuance of Service Records, Office Clearance, and Contract
of Service for Foreign Travel (Official/Personal) and Request to Work during Weekends and Holidays. Although
the latter was indicated as a service under GSS in the CC, all the submitted data came from HRMRCS.



Table 2: External Services CCSS Report for Q1 of 2024 (January-March)

A total of 676 external respondents were recorded for the first quarter of the calendar year 2024. Table 2 shows the overall customer satisfaction rating of
each external services indicated in the PNRI Citizen’s Charter (including the services not included in the CC but rendered by the process owners). Overall, PNRI
attained a 4.91 rating which is slightly higher than previous quarter’s rating (4.86).

Ser\{lce No. Service Delivered Responsiveness Rellab_'llty Acc.e.s?& Communication | Costs | Integrity | Assurance | Outcome | Score | Remarks No. of
Provider (Quality) Facilities Respondents

Issuance of New/Amendment of
Radioactive Material Li

1» | -Radioactive Material License 471 478 4.67 4.76 465 484 4.82 4.80 4.75 Vs 49
Issuance of Renewed Radioactive

Material License

LRES Issuance of Certificate of Exemption

(COE) and Other Certifications 4.78 4.11 4.78 4.11 4.78 4.11 4.78 4.11 4.44 Vs 9

Issuance of Certificate of Release of
3 Radioactive Materials (COR) from the 4.94 4.96 4.94 4.96 4.64 491 4.85 4.94 4.89 VS 47
Bureau of Customs

Conduct of Regulatory Inspection and

4 Audit of Radioactive Materials and 4.79 4.86 NA 4.92 4.21 4.79 4.85 4.77 4.74 Vs 14
IES Facilities
5 Issuance of Permit to Transport 4.94 4.94 4.94 4.94 4.85 4.94 4.91 4.91 4.92 Vs 34
OSL Personnel Monitoring Services 4.72 4.76 4.76 4.80 4.64 4.76 4.68 4.76 4.74 Vs 25
6**
TLD Personnel Monitoring Services 4.25 4.50 4.50 4.25 4.50 4.50 4.25 4.50 4.41 Vs 4
Calibration and Dose Measurement
Services: Activity Meter / Teletherapy
7* | Machine / Sources for Brachytherapy 4.83 4.83 4.87 4.87 4.74 4.87 4.87 4.89 4.85 Vs 47
Calibration of Radiation Monitoring
Instruments
Radiation Control: Swipe Sample
Analysis
8* 5 5 5 5 5 5 5 5 5 0 3
RPSS Radiation Control: Leak Testing of

Sealed Sources

Radiation Control: Radiation
Monitoring and Hazards Evaluation

10 Radiation Control: Lease of Survey i ) ) ) ) R R . . . -
Meter

11 | Lease of Moisture Density Gauge - - - - - - - . . - B

Temporary Storage of Radioactive
Material

*
12 Radioactive Waste Management 5 5 5 5 5 S 5 5 ° 0 2

Services

ISS 13 | Electron Beam Irradiation Services 5 5 5 5 5 5 5 5 5 (o] 39




Gamma Irradiation Services: Self-
14 | Shielded Gamma Irradiator - 4.95 4.98 4.98 4.97 498 498 4.97 4.98 4.97 Vs 59
Gammacell 220 (GC) and Ob-Servo ’ ) ) ) ’ ) ’ ’ ’
Sanguis (ObS)
Gamma Irradiation Services:
15 Multipurpose Irradiation Facility 5 5 5 5 5 5 5 5 ° 0 26
NATAS 16 | Radiometric and Chemical Analysis 5 5 5 5 4.87 5 5 4.96 4.98 Vs
ITS 17 | Gamma Column Scanning - - - - - - - - - - -
ESS 18 | Instrument Repair: Survey Meter 4.98 5.00 4.98 4.90 4.98 4.98 4.91 4.97 4.96 VS 58
19 | Microbiological Analysis 5 5 5 5 5 5 5 5 5 o} 5
BMRS
20 | Cytogenetic Analysis 5 5 5 5 5 5 5 5 5 [0} 1
Nuclear Training Services: Application
to Training Courses
Nuclear Training Services: Response
to Request for Training Course
NTC 21* | Nuclear Training Services: Processing 4.96 4.95 4.92 4.93 4.93 4.94 4.92 4.92 4.94 Vs 106
of OJT Application
Nuclear Training Services: Processing
of Application for Thesis/Research
Advisorship Program
29 Nuclear Awareness Seminars and i ) i i i ) i i i ) )
Exhibits
NIDS 23 | Guided Tour of PNRI Facilities 4.93 491 4.94 493 4.84 4.95 4.94 4.94 4.92 Vs 111
Library Services
24* 5 5 5 5 5 5 5 5 5 0 6
Online Library Services
Other Services not Included in the Citizen’s Charter
NMRS 25" | Thesis/Research Advisorship 5 5 5 5 5 5 5 5 5 (o] 8
Overall Score on Service Quality Dimension 4.91 4.92 4.92 4.91 4.84 4.92 4.91 4.91 4.91 Vs 676
Note:

k%

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.

Thesis/Research Advisorship is usually catered by multiple sections (usually sections under ARD, not just NMRS). However, for

Q1 2024, only NMRS has rendered this kind of service.




Table 3: Internal Services CCSS Report for Q1 of 2024 (January-March)

Columns four to eleven show the service quality dimension score of each service indicated in the PNRI’s Citizen’s Charter (including the services not listed
in the CC but rendered by the process owner). The 9™ column shows the overall score per service. For internal services rendered in the first quarter of 2024, a
total of 493 respondents were recorded. An overall internal service rating of 4.93 was achieved.

Ser\{lce No. Service Delivered Responsiveness Rellab!llty Acc‘e s Ie’& Communication | Costs | Integrity | Assurance | Outcome | Score | Remarks A bl
Provider (Quality) Facilities Respondents

1t Processing of Purchase Request - - - - - - - - - - -

+ Processing and Approval of ) ) ) ) i ) i i ) i
PPS, AS, 2 Purchase Order (PO) and Job Order

BS Processing of Payment for Purchase
at Orders (PO), Job Orders (JO) and - - - - - - - - - - -
Contracts
Processing of Government
Obligation and Payment of Various
Reimbursements
BS, AS 4 - 4.83 5 4.83 4.83 NA 4.83 5 5 4.90 VS 6
Processing of Government
Obligation and Payment for IOTs
and LTOs
Issuance of Service Records, Office
Clearance, and Contract of Service

HRMRCS 5 ) 4.99 4.97 4.96 4.99 4.95 4.99 4.96 4.99 4.97 Vs 72
for Foreign Travel
(Official/Personal)
Collection of Payments and
6f Deposits for Various PNRI Services - - - - - - - - - - -
CS thru the e-Payment System
St Disbursement of Checks/ADA i i i ) ) i i ) i i i
Preparation
8 Request for Use of PNRI Vehicle - - - - - - - - - - -
9 Request for Equipment/Materials i ) i ) ) i i ) i ) i
Brought In/Out to PNRI
oss | 10ft | RequesttoWorkduringWeekends 4.96 4.91 4.96 4.96 5 4.96 4.96 496 49 VS 23
and Holidays
11 | Requestfor Carpentry, Electrical/ 4.96 4.88 4.96 4.96 NA 4.96 4.96 4.96 4.95 Vs 26
Telephone and Plumbing Works
1o | RequestforPhotocopying and 4.91 4.87 4.90 4.96 NA 4.91 4.87 4.86 4.90 Vs 23
Printing Services
Other Services not Included in Citizen's Charter
PPS 13 Issuance of Supplies 4.84 4.94 4.84 4.87 4.76 4.90 4.90 4.90 4.87 Vs 31

MISS 14 Helpdesk Request 4.94 4.95 4.94 4.945 NA 4.95 4.94 4.955 4.95 Vs 201




ICS 15 Processing of Indorsement 4.88 4.88 4.84 4.90 4.90 4.90 4.92 4.92 4.89 'S 49
16 | Welding/Fabrication/Machining 5 4.91 4.91 5 4.89 4.91 4.91 491 4.93 VS 11
17 Diagnose/Troubleshoot/Repair 4.56 4.67 4.50 4.67 4.50 4.67 4.56 4.44 4.57 VS 9
ESS 18 | Cleaning/Preventive Maintenance 5 4.94 5 5 486 488 4.88 4.94 4.94 Vs 16
19 Preparation of Infrastructure 5 5 5 5 5 5 5 5 5 0 3
Documents
(Conduct of Seminar) AS Series Part
AS 20 I: Meeting w/ SDOs and PCCs 491 491 4.83 491 4.83 491 491 4.91 4.89 'S 23
Overall Score on Service Quality Dimension 4.93 4.93 4.92 4.94 4.89 4.93 4.93 4.94 4.93 VS 493
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.
1t  Although this is listed in GSS, CCSS submission of raw data was made by HRMRCS
Table 4: Overall Customer Rating for the Q1 2024 (January-March)
. Reliability Access & . . No. of
Responsiveness (Quality) Facilities Communication Costs Integrity Assurance Outcome Score Remarks e ETE
External 491 4.92 4.92 491 4.84 4.92 491 491 4.91 VS 676
Internal 4.93 4.93 4.92 4.94 4.89 4.93 4.93 4.94 4.93 Vs 493
Overall 4.92 4.92 4.92 4.92 4.86 4.92 4.92 4.92 4.91 Vs 1,169




Figure 1: External Respondents Distribution for Q1 2024

Figure 1 shows the distribution of the external survey respondents for the Quarter 1 of 2024. It illustrates the number of respondents per service providing
unit of PNRI. Actual respondents per service is listed in Table 2 for a more detailed information. There are a total of 676 respondents which is higher than
Q4 of last year (518) but lower than last year's Q1 (708).

124, 18% . L. . "
: m Irradiation Services Section

= Nuclear Information and Documentation Section

= Nuclear Training Center

Licensing Review and Evaluation Section

= Radiation Protection Services Section

m Engineering Services Section

m Inspection and Enforcement Section

m Nuclear Analytical Techniques Application Section

m Nuclear Material Research Section

m Biomedical Research Section

105, 16%

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




Figure 2. Internal Respondents Distribution for Q1 2024

The total internal respondents for the Q1 2024 is 493. MISS has the biggest contribution comprising of 41% 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).

201, 41%

m Management Information Services Section

= Human Resource Management, Records, and
Communication Section

\ = General Services Section
6,1%
International Cooperation Section

39, 8%

m Engineering Services Section

= Property and Procurement Section

95, 19%

m Accounting Section

m Budget Section
49, 10%




Table 5. Services with no CCSS Report

12 of 45 (27%) services did not have a CCSS report for Q1 of 2024. Table 5 summarizes
and details these services as well as the reasons why there were no CCSS reports made. It
is also important to note that the 7% increase? in the number of services with no CCSS report
can also be traced to the changing of the listed services. This quarterly report incorporated
the services in the PNRI Citizen’s Charter.

Service Provider Service Delivered Remarks
EXTERNAL
Radiation Control: Radiation Monitoring and Hazards .
X 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

3 Last quarter's CCSS report non-submission percentage was 20%. The 7% increase is due to many factors — one
of which can be traced back to the changes of the list of services. This report now shows the services indicated
in the PNRI CC. For instance, RPSS listed services from last quarter was six. Incorporating the CC, it became
seven services. In addition, the reporting of CCSS for internal service previously does not contain the specific
service — only the service providing unit. With the services listed in the CC, some sections now report 2 or more
services which made the number of internal services a lot higher.



IV. Summary

PNRI received a “Very Satisfactory” rating of 4.91 for the first quarter of 2024 (period
covering January to March 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: 4.92 for Responsiveness, 4.92 for Reliability (Quality), 4.92 for Access and Facilities,
4.92 for Communication, 4.86 for Costs, 4.92 for Integrity, 4.92 for Assurance, and 4.92 for
Outcome.

For external services with respondents with more than the average external respondents
per service, the three services with the highest average rating were the foliowing. iSS Electron
Beam Irradiation (5), ISS Self-shielded Gamma Irradiation (4.97), and ESS Instrument Repair:
Survey Meter (4.96). For internal services, the three highest rated services with more than 20
respondents came from HRMRCS (1%t and 2"), MISS (3"™) and GSS (39).

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.

Prepared by:

o

NN “SAMSON, Ph. D.

irector/QMR, PNRI

VALLE
Deputy

Noted by:

CARLO A. ARCI h
Director, PNR



Annex A

SUPPLEMENTARY NOTES

As of the time of writing this report, the PNRI is currently aligning its customer satisfaction
measurement report to ARTA’s Memorandum. Changes are made to the CCSS form*. The
following are notable changes from the previous quarterly report:

1. Listed services are services enumerated in the PNRI Citizen’s Charter

2. Addition of the overall score using ARTA specified metric as Annex in this report.
Kindly refer to Annex B of this report.

3. Surveys from NTC are now included in the list of external services and reported as
one.

4. Although ARTA only require 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:

Ny — Nng
where:
Ng, - the number of respondents who answered “Strongly Agree”
N, - the number of respondents who answered “Agree”
Ny - the total number of respondents

the number of respondents who answered “Not Applicable”

=
=
N

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.

* The new CCSS Form (PNRI-CSM-01 Rev. 6, effective April 01, 2024) is divided into 3 parts — Customer/Client Profile,
Citizen's Charter Awareness Questions, and Customer/Client Satisfaction Survey.



Annex B

This section presents the data in Table 2, 3 and 4 of this report using the metric specified by ARTA. Overall score will be interpreted using Table 6.

Table 6: 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 7: Conversion of Table 2 using the metric specified in Annex A (supplementary notes).

Ser\{lce No. Service Delivered Responsiveness Rellabllllty Acc.e.s%;& Communication | Costs | Integrity | Assurance | Outcome | Score | Remarks Number of
Provider (Quality) | Facilities Respondents

Issuance of New/Amendment of
1 | Radioactive Material License 91.84 93.88 91.84 95.92 93.88  97.96 95.92 9592 9464 VS 49
Issuance of Renewed Radioactive

Material License

LRES Issuance of Certificate of Exemption

(COE) and Other Certifications 100 100 100 100 100 100 100 100 100 0] 9

Issuance of Certificate of Release of
3 Radioactive Materials (COR) from the 100 100 100 100 100 100 100 100 100 0 47
Bureau of Customs

Conduct of Regulatory Inspection and

4 | Audit of Radioactive Materials and 100 100 NA 100 84.62 100 100 100 97.87 o] 14
IES Facilities
5 | Issuance of Permit to Transport 100 100 100 100 100 100 100 100 100 o] 34
6 | OSLPersonnel Monitoring Services 100 100 96.00 100 96.00 100 96.00 100 98.50 o] 25
TLD Personnel Monitoring Services 100 100 75.00 75.00 100 100 100 100 93.75 VS 4

Calibration and Dose Measurement
Services: Activity Meter / Teletherapy

RPSS 7 Machine / Sources for Brachytherapy 100 100 100 95.74 95.74 100 100 100 98.94 0] 47
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 3

Sources




Radiation Control: Radiation Monitoring

9 | and Hazards Evaluation i i i i i i 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 0 2
Radioactive Waste Management Services
13 | Electron Beam Irradiation Services 100 100 100 100 100 100 100 100 100 0 39
Gamma Irradiation Services: Self-
ISS 14 | shielded Gamma Irradiator - Gammacell 98.31 100 100 100 100 100 100 100 99.79 0 59
220 (GC) and Ob-Servo Sanguis (ObS)
15 | Gammalmadiation Services: 100 100 100 100 100 100 100 100 100 0 26
Multipurpose Irradiation Facility
NATAS | 16 | Radiometric and Chemical Analysis 100 100 100 100 100 100 100 100 100 o] 23
ITS 17 | Gamma Column Scanning - - - - - - - - - - -
ESS 18 | Instrument Repair: Survey Meter 100 100 100 100 100 100 100 100 100 0 58
19 | Microbiological Analysis 100 100 100 100 100 100 100 100 100 0 5
BMRS - -
20 | Cytogenetic Analysis 100 100 100 100 100 100 100 100 100 o] 1
Nuclear Training Services: Application to
Training Courses
Nuclear Training Services: Response to
Request for Training Course
Nuclear Training Services: Processing of
NTC 21 OJT Application 100 100 100 100 100 100 100 100 100 0 106
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 100 100 100 100 96.4 100 100 100 99.55 0 136
NIDS Library Services
24 - - N 100 100 100 100 100 100 100 100 100 0 6
Online Library Services
Other External Services Not Included in the Citizen’s Charter
NMRS 25 | On-The-Job Training (OJT) 100 100 100 100 100 100 100 100 100 0 8




Table 7: Conversion of Table 3 using the metric specified in Annex A (supplementary notes).

Ser\{lce No. Service Delivered Responsiveness Rel'ab.' lity Acc-e S S & Communication| Costs | Integrity | Assurance [Outcome | Score | Remarks No. of
Provider (Quality) Facilities Respondents
1 | Processing of Purchase Request - - - - - - - - - - -
Processing and Approval of Purchase Order
PPi,SAS, 2 (PO) and Job Order
3 Processing of Payment for Purchase Orders ) ) i i ) i ) i i ) i
(PO), Job Orders (JO) and Contracts
Processing of Government Obligation and
Payment of Various Reimbursements
BS, AS 4 - - - - - - - - - - -
Processing of Government Obligation and
Payment for I0Ts and LTOs
Issuance of Service Records, Office
HRMRCS 5 | Clearance, and Contract of Service for 100 100 100 100 100 100 100 100 100 0 72
Foreign Travel (Official/Personal)
Collection of Payments and Deposits for
6 | Various PNRI Services thru the e-Payment - - - - - - - - - - -
Cs System
7 | Disbursement of Checks/ADA Preparation - - - - - - - - - - -
8 | Request for Use of PNRI Vehicle - - - - - - - - - - -
9 Request for Equipment/Materials Brought ) ) i i ) i ) i i ) i
In/Out to PNRI
R t to Work during Week
Gss | 10 | hequesttoWorkduringWeekends and 100 100 100 100 100 100 100 100 100 0 23
Holidays
11 Request for Carpentry, Electrical/ Telephone 100 100 100 100 NA 100 100 100 100 0 2
and Plumbing Works
12 | Requestfor Photocopying and Printing 100 100 100 100 NA 100 100 100 100 0 23
Services
Other Internal Services not Included in the Citizen's Charter
PPS 13 | Issuance of Supplies 100 100 100 100 100 100 100 100 100 [0} 31
MISS 14 | Helpdesk Request 100 100 99.47 100 NA 100 100 100 99.93 0 201
ICS 15 Processing of Indorsement 100 100 100 100 100 100 100 100 100 [0} 49
16 | Welding/Fabrication/Machining 100 100 100 100 100 100 100 100 100 (0] 11
17 | Diagnose/Troubleshoot/Repair 100 100 100 88.89 100 100 100 100 98.53 (o} 9
ESS
18 | Cleaning/Preventive Maintenance 100 100 100 100 100 100 100 100 100 [0} 16
19 | Preparation of Infrastructure Documents 100 100 100 100 100 100 100 100 100 0 3
(Conduct of Seminar) AS Series Part |:
AS 20 Meeting w/ SDOs and PCCs 100 100 100 100 94.44 100 100 100 99.44 0 23




Annex C

| PHFECSWL00 Rew. 510012003 |

AN infermmiation provod will B halig vl &5 coaicannial

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

Tel: (B32) 8829-60-1010 19 (connecting all units) Date: | |
Fax: (632) 8920-16-46

Customer/Client Satisfaction Survey (CCSS) Form

CUSTOMERI/CLIENT PROFILE: Fiea g on. [ Kumpletuhin ang

0O Externa O  intemal

Mame: l | Age: Sex: O Male
{Pangalan) [Edad) (M asarman) C:I Fermale
Address: Horme:
[ Tirafan) Business
Contact Number | Talepanc): E-mail address:

{Sulstromika)

Type of Customen Client (U ng kiyerte):

[ ydivwid ualRep Wit () BusinessiCompany
(private inckadual as fransacting pubic) (representatie of husiness/'company fmm)
) Organization®0 Government
{representative of an organizabionPecple’'s Organisabon) ) mpresemtstve of ather govemment agancies ncluding
govemment-onned and cantrofed corporations)

MName of Business, Organization, Company or Government Agency:
(Pangalan ng Magosyo, Organisasyan, Kompanya o Ahensya ng Gobyemo)
Please specily the service/s being evaluated/assessed:
[Tukupin ang sarbisyo na siusuny

ANy ratings will rof be considorog
CUSTOMERI/CLIENT SATISFACTION SURVEY: e o : w indic 1 @ chesck mark |+ for your rating

n i [l 0 53 pamamagian ng paglagay ng
@ @ 2] ) o)
Criteria [Definiicn) Outstanding Very Satisfactory Fair Poor
Pamantayan [samukgan) (5} Satisfactory (3 2y (1

1. Responsivensss |Delivery of prompt service or within the
prescribed/agresd time)
Paghigon [Naaayon sa dimskdang panshan ang dsnigay na
sarhisy0,

2. Reliability (Quality) {Sersce or product confonms o e set
requirements j
Kalidad mg serbisyo (Ang serbisyo o proguiic y sumuswmod sa
K AN gai

3. Access & Facilities |Condibon of faciity; availabilty of equipment]
Kapaligiran (Lagay ng pasiidad, mayoong kagamitan

4. Communication |(S@ff i polte while delering the serdce)
Komumikas yofn (Magalang ang mya kmwani 5a paghitigay ng

sarhisyn
5 Costs [Value for money, predered methods of payment, timely
billing)
Gasios [Maksiarungan ang presyo af parsen ng paghayasd

& Indegrity (Thers is honesty, famess, and trust in sach senios|
Itegridad (AMay katapatan, kaianngan, af thwals 53 paggawa ng
hawat sevhiusyo

7. ASSUrancE |Able o perform the senice comecty; prowides nght
solution or advice 1o the problem or concem)

Pagtitiwala [Wagingéod nang fama; nagiigay ng tamang soisyan
0 Dy pae 53 sulranin

8  Outcome (Realzaton of the intended benedits)

Resils Watupad ng ssrbisyo ang bensnisyong ksilangan

Comments and suggestions |Usa te back page, if necessary)

Mga puns at mungkahi [Gamitin ang fkuran ng patinmang fo kung kinakaiangan)

Privicy Notica: Th personal informalion inchded in s documant should only b usad fof T puipoass of sdministaning D surviry and am subjec I th ks and regulations sl By Republe St
e 10173, otherwtes known s e Duta Privecy Aot of 2012 Aay personal infomation incheded hamn may fol b used lor olfar puposs askde fom Fose statid above

Priviscy Nobcs: Ang mgs personsl né MpSmmasynn i columestong Be oy Madan Mmasy ganiie pand & B ng suniy 5 e o ansuwsod & 08 alfusluss sy Salas Repablis By 107730
ang Dada Privicy At of 20712 Hindd 8o Maaariog Sarilie 5 B pang Myt malban 5a sabangol
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On-the-Job Training Program
Evaluation Form
MName of Trainee:
School/ Institution;
Supervisor:
Paosition: Section’ Division:
Duration of Training:

Indicate your level of agreement to the following statements using the following scale:
1-Strongly Disagree; 2-Disagree; 3-Undecided; 4-Agree; 5-Strongly Agree

Piease check « on appropriaie bax, Written comments will be apprecialed.

ITEMS TO BE RATED

1. TRAINING PROGRAM

1.1 Hird my section placement in PNRI relevant 1o my course.

educational background.

1.2 The actvities given io me during my training program is appropriate for my

1.3 The lasks assigned lo me ane well paced and distribuled appropriately
thraughout the duration of my training.

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

2. SUPERVISOR

1.5 The OJT program was able 1o help me prepare for my fulure canser.

2.1 Ihave good working relationship with my OJT supervisor.

2.2 My supervisor has provided adequate tima for coaching’ mentoring,

skills.

23 My supervisor assigned lasks that are appropriate for my knowledge and

3. FACILITIES AND VENUE

3.1 Equipment, tools and other facilities are avalable and adequats. = ne | n@ | na

32 The rraining venue is conducive for leaming. Mo one | e | e | e

Comments and suggestions:

Annex D
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PHILIPPINE HUCLEAR RESEARCH INSTITUTE
Muclear Training Center
Commorwealth Avenue, Diliman, Quezon City
COURSE EVALUATION FORM
TITLE OF THE
TRAINING COURSE:
IPERIOD COVERED
I. PERSOMAL DATA
1. Name foptianal):
2. Age: 3. Sex: 0 Male 0 Female
. Marntal Status: 1 Unmarried 0 Married

5, Position: 0 Technical £ Mon-Technical

1 Supenisary

0 Mon-Supernvisary

B, Length of Service:

7. Highest Educational Attainmeani:

DIRECTION: In relation 1o the activity you have paricipated in, please check the appropriate
box to indicate your honest and objective assessment of the following:

A. Program of Activities

Poor

Fair

Saisfaciory

Wiry
Safistactory

Outslanding

1. Soheduling (adequacy of time allofted far
sach activity)

2. Sequencing of toplcs! activities (lopics

critaria)

sequenced according to importance or other

3. Implementation

4. Relevance of topics/ activities to objectives

15, Adequacy of treatment

\B. Materials
1. Cluality

Far

Satifactony

\ery
Satatactory

| Cutztanding

2. Content

B. Packaging

4. Adequacy

5.  Relevance fo needs of participants

6. Up-to-datedness

IC. Program Objectives

Stmongly
Dizagres

Undacided

Strongly

1. Objectives were undarstood wall

2. Dbjectives were atlained

2. Vanue

Fair

Sanistaciony

1. Servicas

\ary

Outstanding

2. Facilities (Bght, waber, ventilation, noise,
restrooms)

Annex E
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E. Content and Performance
1. How satisfied are you with the training course?
[ ]Not at all satisfied [ ] Very satisfied, or
[ ]Quite satisfied [ ]Extremely satisfied
[ ] Satisfied
2. Professionally, do you regard your participation in 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 mare time is needed, or
[ ] Well-programmed?

4. How do you find the practical laboratory exercises as an application of the prinGples learned in the

lecture?
[ ]Useless. [ ]Relevant and informative.
[ ]Oflntle use. [ | Highly relevant and very informative.

[__]1Quite relevant and quite informative.

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.
[ ] Still the most effective measure of how much one has leamed.
[ ]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 o your colleague or friend?[ |Yes [ ]No
If yes, please give details:
Name:

Organization:

Address:




