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l. 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 as revised effective July 1,
2022, 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 sections of
the organization with their respective services for the period of October to December 2023
(Quarter 4 2023).

II.  Methodology

The PNRI CCSS Form (Annex A) is given to all external and internal customers every
after completion of the service/s availed. A sample copy of the form is attached. For the
Nuclear Training Center (NTC) (Annex B and C), a separate customer satisfaction form is
administered tailored fit for the kind of services they offer. Sample copies of the forms are
attached as annexes in this report.

The PNRI-CSM-01 Form is divided into two parts, namely the Customer/Client Profile and
the 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 with which they are giving the rating to. On
the other hand, the Customer/Client Satisfaction Survey section details the eight service
guality dimensions mentioned above that the customers/clients must rate using a 5-point Likert
scale ranging from Poor to Outstanding.

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, a 5-point Likert scale following the rating system below is
used. 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

Ill.  Results and Discussion

There were 27 external services from 13 service providing sections. Five (5) services do
not show any record of customer response due to the reasons stated in the table six of this
report. The remaining 22 external services recorded a total of 518 respondents for the month
of October-December 2023. Table 2 shows the survey result of all external services in PNRI.
They were primarily composed of private and public hospitals, companies, licensees, other
government institutions, students, industries, private companies and individuals and the like.

Majority of the response came from Radiation Protection Services Section (RPSS). The
first and second highest number of respondents came from OSL Personnel Monitoring Service
and Calibration Services. The two services recorded 62 and 61 respondents, respectively.
This is followed by Irradiation Services Section (ISS) Gamma Irradiation Services (Self-
Shielded Irradiator) with 46 respondents. Refer to Figure 1 for the complete distribution of
external respondents.

In terms of the service rating, Inspection and Enforcement Section (IES) have shown
dedication to quality service evident by their 4.99 rating (Issuance of Permit to Transport, 31
respondents). ISS Gamma Irradiation Service (Self-Shielded Irradiator) and Nuclear Analytical
Techniques Application Section (NATAS) followed the second and the third spot with ratings
of 4.98 and 4.97, respectively. Kindly note that these are the top three services with more than
20 respondents. Some service providers attained an overall rating of 5. Refer to Table 2 for a
more detailed rating report. The weighted average per service dimension is as follows: 4.85
for Responsiveness, 4.85 for Reliability (Quality), 4.87 for Access and Facilities, 4.89 for
Communication, 4.79 for Costs, 4.90 for Integrity, 4.87 for Assurance, and 4.89 for Outcome.
Overall, PNRI attained a rating of 4.86 for external services provided in the last quarter of
2023. This is equivalent to a Very Satisfactory service rating.

Table 3 summarizes the result of the services rendered to internal clients. For services
with more than 20 respondents, MISS and the HRMRCS both attained the highest rating of
4.96. Most of the respondents came from these sections with the combined number of 240
(63% of the total internal respondents). The second highest rating was attained by Property
and Procurement Section (PPS) with the rating of 4.89. They are also the third highest number
of respondents on the list. General Services Section (GSS) attained a rating of 4.87 which
landed them to the third highest internal rating for the fourth quarter of 2023. For internal
services the average per service dimension is as follows: 4.92 for Responsiveness, 4.94 for
Reliability (Quality), 4.92 for Access and Facilities, 4.92 for Communication, 4.88 for Costs,
4.95 for Integrity, 4.94 for Assurance, and 4.95 for Outcome. In total, PNRI attained a rating
of 4.93 (Very Satisfactory) for services rendered to internal clients.

Aside from the PNRI-CSM-01 form (Annex A), the Nuclear Training Center (NTC) also
uses their own survey forms tailored to the kind of services they offer. Kindly refer to Annex B
and C attachment of this report for reference. The result of the survey is outlined in Table 4.
With 62 total number of respondents, NTC attained a rating of 4.73 for the last quarter of 2023.



Table 5 shows the overall customer satisfaction rating (both external and internal) of PNRI for the fourth quarter of 2023. A total of 971 respondents were
recorded. A rating of 4.88 was achieved for the period covering October-December (Q4) 2023. This is higher than the previous quarter by 1%. For reference,
previous quarter’s rating was 4.83.

Table 2: External Services CCSS Report for Q4 of 2023 (October-December 2023)

Service Quality Dimension

Service , .
. Service Delivered iabili
Provider Responsiveness Re"ab.' Ly Accg_s_s & Communication | Costs | Integrity | Assurance | Outcome | Average | Remarks I
(Quality) Facilities Respondents
EXTERNAL (Q4 2023)
OSL Personnel 472 474 481 481 470 481 475 478 417 Vs 62
Monitoring Service
TLD Personnel 5.00 5.00 5.00 5.00 500 | 500 5.00 5.00 5.00 0 5
Monitoring Service
RPSS Radiation Control 4.61 4.72 4.78 4.72 4.83 4.94 4.72 4.83 4.77 VS 11

Calibration Services 473 4,75 473 4,76 4,75 4,75 4.75 4.78 4.75 VS 61
Radioactive Waste 5.00 5.00 5.00 5.00 500 | 500 5.00 5.00 5.00 0 6
Management
Hazards Monitoring NA NA NA NA NA NA NA NA NA NA 0
Electron Beam 5.00 4.96 4.96 5.00 450 | 496 5.00 4.96 4.92 Vs 2

Irradiation Services
GAMMA Irradiation
Services (Self-
Shielded Irradiator: 4.98 4.98 4.98 4.98 4.98 4.98 4.98 4.98 4.98 VS 46
ISS Gamma-220 / Ob-
servo Sanguis)
Gamma Irradiation
Services
(Multipurpose
Irradiation Facility)
Radiometric and
Chemical Analysis
NATAS | (Sample Receiving 5.00 5.00 4.91 5.00 4.91 5.00 5.00 4.91 4.97 VS 23
and Releasing of
Results)

Column Scanning
ITS Services

Instrument Repair: 4,89 489 484 484 484 4,89 4,89 4,89 487 VS 26
ESS Survey Meter

APRS Materials Analysis NA NA NA NA NA NA NA NA NA NA 0

5.00 4.83 5.00 5.00 5.00 4.83 5.00 5.00 4.96 VS 6

NA NA NA NA NA NA NA NA NA NA 0




Microbiological 4,60 460 460 460 460 460 460 460 4.60 VS 5

BMRS | Analysis
Cytogenetic Analysis 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 0 3
Issuance of Permit to 5 4.97 497 5 497 5 5 5 4.99 VS 31
Transport
Conduct of

IES Regulatory Inspection
and audit of 485 483 NA 493 475 493 488 49 4.86 Vs 40
Radioactive Materials
and facilities
Issuance of 5.00 482 4.98 4.98 473 5.00 484 5.00 4.92 VS 45
Certificate of Release
Issuance of

LRES | Certificate of 5.00 443 5.00 457 471 457 486 457 471 VS 7
Exemption
Issuance of RAM 438 462 462 468 4.49 470 457 470 4.59 VS 37
Licenses
Nuclear Awareness NA NA NA NA NA NA NA NA NA NA 0
Seminar and exhibit
Guided tour of PNRI 4.96 5.00 483 5.00 4.92 5.00 4.96 5.00 4.96 VS 2

NIDS facilities
Assistance to walk in NA NA NA NA NA NA NA NA NA NA 0
visitors
Library Services 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 0 9
NTC External

NTC Customer Satisfaction 4.95 5 4.97 4.98 4.83 4.98 5 5 4,97 VS 43
Survey

Bps | Business . 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 5.00 0 1
Development Section

As | On-The-Job (OJT) 5.00 5.00 5.00 5.00 NA 5.00 5.00 5.00 5.00 0 3
Training

(Weighted) Average per 4.85 4.85 487 4.89 479 | 490 487 4,89 4.86 Vs
Dimension 518

TOTAL NUMBER OF RESPONDENTS




Table 3: Internal Services CCSS Report for Q4 of 2023 (October-December 2023)

Service Delivery

Service Quality Dimension

Division g iabili
Unit Responsiveness Re"ab.' I3 Accg's's & Communication | Costs Integrity | Assurance | Outcome | Average | Remarks ket
(Quality) Facilities Respondents
INTERNAL (Q4 2023)

NsD | chdneering Services 4.80 470 470 4.80 4.80 4.80 4.80 4.80 478 VS 15
Business . 5.00 5.00 4.70 5.00 4.70 5.00 5.00 5.00 4.90 VS 3
Development Section
Management

TDD Information System 4.96 4.98 4.92 4.91 NA 4.98 4.98 4.98 4.96 VS 167
Section
International 460 4,60 5.00 4,60 NA 5.00 460 460 471 Vs 5
Cooperation Section
General Services 486 485 5.00 485 NA 485 485 487 4.87 Vs 43
Section
Human Resources
Management,

Records and 493 497 4.94 498 4.99 498 4.96 498 4,96 VS 73
Communication
Secti
FAD P?gpfrr:y and
. 4.91 4.91 4.86 493 475 4.91 4.91 4.91 4.89 VS 44
Procurement Section
Accounting Section 490 5.00 490 490 483 5.00 4.90 5.00 4,93 VS 10
Budget Section (ObR) 5.00 5.00 5.00 5.00 NA 5.00 5.00 5.00 5.00 0 6
Medical Clinic 5.00 5.00 5.00 5.00 NA 5.00 5.00 5.00 5.00 0 2
Cash Section 493 493 4.87 493 4.87 4.87 4.87 493 4.90 VS 15
oD Planning Section 5.00 5.00 5.00 5.00 4.86 5.00 5.00 5.00 4.98 VS 7
’gg”‘?“””re Al NA NA NA NA NA NA NA NA NA NA 0
ection
gggt?;'rftry Research 400 5.00 5.00 5.00 5.00 5.00 5.00 5.00 4.88 Vs 1
giomedica' Research NA NA NA NA NA NA NA NA NA NA 0
ection

ARD " Health Physics

y . NA NA NA NA NA NA NA NA NA NA 0
Research Section
Nuclear Materials NA NA NA NA NA NA NA NA NA NA 0
Research Section
Applied Physics NA NA NA NA NA NA NA NA NA NA 0
Research Section




(Weighted) Average per 4.92 4.94 4.92 4.92 4,88 4.95 4.94 4.95 4.93 Vs
Dimension 391

TOTAL NUMBER OF RESPONDENTS

Table 4: NTC CCSS Result for Q4 of 2023 (October-December 2023)

CUSTOMER SATISFACTION RATING REPORT

Section Service Delivered Q4 2023 Remarks No. of Respondents
Regular Training 4.7 VS 58
Requested Training NA NA NA
NTC On-the-Job Training Processing Application 4.75 VS 4
Research and Thesis Advisorship NA NA NA
Average 4.73 VS 62

Table 5: Summary of Results

Type of Service Responsiveness Tg&i?:tl;{? ﬁ:gﬁi?eg Communication Costs Integrity | Assurance | Outcome | Average | Remarks R’;l::)?\%re(r’\fts
External 4.85 4.85 4.87 4.89 4.79 4.90 4.87 4.89 4.86 VS 518
Internal 4.92 4.94 4.92 4.92 4.88 4.95 4.94 4.95 4.93 VS 391
Welghta( Averago of ntermal and 488 489 489 490 483 492 490 492 | 489 Vs 909
xternal services
Nuclear Training Center 473 VS 62
Overall Average and Number of Respondents 4.88 VS 97




Figure 1 is a distribution of all external respondents across different services. RPSS recorded the large fraction of external customers for Q4
2023. OSL Personnel Monitoring Service recorded 62 respondents (12% of total respondents) while Calibration Services showed 61 respondents.
Gamma Irradiation Service (Self-Shielded Irradiator) followed the list with 46 total respondents (9% of total number of respondents). Overall, PNRI
recorded 518 external customer survey response from the period covering October-December 2023.

Figure 1: External Respondents Distribution for Q4 2023
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Figure 2 shows a visual representation of the distribution of internal respondents. A total of 391 internal respondents were recorded for the last
quarter of 2023. Most of the respondents came from the Management Information System Section (MISS) showing 167 respondents or 43% of the
total number of respondents. HRMRCS and PPS followed the list with 73 (19%) and 44 (11%) respondents, respectively.

Figure 2. Internal Respondents Distribution for Q4 2023
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Table 6. Services with no CCSS Report

10 of 45 (22%) services did not have a CCSS report for Q4 of 2023. Table 6 summarizes
and details these services as well as the reasons why there were no CCSS reports made.
This is mostly due to no service was rendered during the period of October-December 2023.

Service Provider Service Delivered Remarks
EXTERNAL
RPSS Hazards Monitoring No CSF received
ITS Column Scanning Services No services rendered
APRS Materials Analysis No services rendered
Nuclear Awareness Seminar and exhibit | No seminar conducted
NIDS , —— ;
Assistance to walk in visitors No services conducted
Division Service Delivery Unit Remarks
INTERNAL
Agriculture Research Section No services rendered
ARD Biomedical Research Section No services rendered
Health Physics Research Section No services rendered
Nuclear Materials Research Section No services rendered
Applied Physics Research Section No services rendered




IV. Summary

PNRI received a “Very Satisfactory” rating of 4.88 for the fourth quarter of 2023 (period
covering October to December 2023). 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: 4.88 for Responsiveness, 4.89 for Reliability (Quality), 4.89 for Access and Facilities,
4.90 for Communication, 4.83 for Costs, 4.92 for Integrity, 4.90 for Assurance, and 4.92 for
Outcome.

For external services with more than 20 respondents, the three services with the highest
average rating were the following: Issuance of Permit to Transport (4.99), GAMMA Irradiation
Services (Self-shielded irradiator) with 4.98, and Radiometric and Chemical Analysis (4.97).
For internal services, MISS and HRMRCS both attained the highest rating of 4.96. PPS gained
the second highest rating of 4.89 followed by GSS with 4.87. 10 out of 45 services did not
have any CCSS report for Q4 of 2023. A total of 971 respondents were recorded 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.

Ay
VALLERIE / i I. SAMSON, Ph. D.
Deputy Dirgctor/QMR, PNRI

Noted by:

CARLO A. ARCI A
Director, PNRI
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AN infarmaiion proroed will B Db’ Sl 85 ConTioe T

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

Tel: (632) 8929-60-1010 19 (connecting all units) Date: | |
Fax: (632) B920-16-46

Customer/Client Satisfaction Survey (CCSS) Form

CUSTOMERI/CLIENT PROFILE: & e ing information. {Kumpletuhin ang
O Eexenal O instemal
Mame: l | Age: Sex: O Male
{Pangalan) [Eckad] (M asarman| C:I Fermale
Address: Horme:
| Torahan) Business
Contact Number | Telepanc): E-mail address:
Sulstromika)

Type of Customen Client (L ng kyents):

[ ydividual/Rep Wit () Business/Company

(prvate inchadual as irmnsacting pubdc) jepresemtaive of busoess'oompany frm)

() OrganizationPO Gowornmant
jrepresentaive of an organizatonPeople's Crgansaban) ) (epresentstve of ather govemment agancies including
govemment-onned and confrofed corporatans)

MName of Business, Organization, Company or Government Agency:
{Fangalan ng Magosyo, Orpanisasyan, Kompanya o Ahensya ng Gobyemo)
Please specily the service/s baing evaluated/assessed:
{Tukuydn ang ssrbisyo na sewsuny

"Ancaymous ratings will nof be considorod
CUSTOMERI/CLIENT SATISFACTION SURVEY:

'a "E.‘E_':\| -'?"j} (i‘_!-‘j
Criteria [Definiicn) Outstanding Very Satisfactory Fair Poor
Pamantayan (Kahulgan) (5) m;}m (3} i2) i1

1. Responsivensss |Delivery of prompt service or within the
prescribediagnesd tmej
Paglisgon (Wasayon sa dimskoang panshan ang ixnigay na
savhisyD)

2. Reliability (Quality) {Serdce or product confonmes o e set
requirements j
Kalidad my serbisyo (Ang serbisyo o produilo oy sumosoeod 5a
KA AN G

1 Apcess & Facilities |Condtion of faciity; availabilty of equipment)
Kapaligiran (Lagay ng pasiidad, mayroong kagamian

4. Communication |(S@ff is polte while delvering the serdce)
Kowminnikas yon (Magalang ang mga kawan sa pagiitagay ng

savfisyn)
5 Costs [Value for money, predered methods of payment, timety
billing)
Gasios (Maksiarungan ang presyo af aanssn ng Seghayad

& Inlegrity (Thers is honesty, famess, and rus? in each senvioe)
Infegricdad {May katapatan, ksiarmngan, af fwals 53 aggeva ng
hawst serbisyo

7. ASSUrance [Able o perform the senice comecty, provides nght
solution or advios io the problem or concem
Pagtitiwals (Nagingiod nang fama; nagisgay ng tamang soiusyan
0 DEyD P 53 sulanin

8 QOutcome (Realzaton of the intended benedits)

Resiits (Watupad ng sanbisyo ang bensnisyong klangan

Comments and suggestions [Use the back page, if necessary|

Mga puns at mungkahi [Gamfin ang Skwran ng patinang fo kung kinakaiangan)

Privacy Notics: The personal informalion incksdad in Dhs Socumant should only b usssd for i purpasis of sdminishaing t suny end am subject W i ruks and regulilions sl by Republie Azt
e 10173, otherwies known s Ta Duls Privecy Aot of 2012 Any persenal infomation incheded hasn may fol b ussd lor olfar purposs askde from Fose stabid above

Priviscy Nobck AR mos pErsonsl ne Mpommasyan b Sokumesong B oy M Rmasg goniie fan S By g suriy & 0 o ainsuid 5 mos alfusluss g Sals Repcidis Big 10773 o
ang Dot Privaey At ol 2013 Hindd 40 Masdndyg Sarhde 5 O aeng b ot makban 5a sadangpd




Annex B

PMRVNTC Farn Z8
Rav. OV 02 Ochober 2015

On-the-Job Training Program

Evaluation Form
MName of Trainee:
School/ Institution;
Supervisor:
Position: Section’ Division:
Duration of Training:

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

Piease cheak « on approprigte bax. Written comments will be spprecialed,

ITEMS TO BE RATED

1. TRAINING PROGRAM

1.1 Ifind my section placemant in PNRI relevant 1o my course.

educational background.

1.2 The actvities given fo me during my fraining program is appropriate for my

1.3 The tasks assigned lo me are well paced and distribuled appropriately
throughout the duraton 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 fullre canser.

21 Ihave good working relationship with my OJT supervisor.

2.2 My supanvisor has provided adequate tima for coaching’ mentoring.

skills.

23 My supervisor assigned tasks thal are appropriate for my knowledge and

3. FACILITIES AND VENUE

3.1 Equipment, tools and other facilities are available and adequata. na na | ne | ni@ | na

3.2 The tralning venue Is conducive for learming. | e | e | e | ne

Comments and suggestions:
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PHILIPPINE NUCLEAR RESEARCH INSTITUTE
Muclear Training Center
Commorwealth Avenue, Diliman, Quezon City
COURSE EVALUATION FORM

TITLE OF THE

TRAIMING COURSE:

PERIOD COVERED

I. PERSOMAL DATA

1. Name foptianal):

2. Age: 3. Sex: 0 Male 0O Female
M. Marnital Status: 3 Unmarried 0 Marned

6. Position: 0 Technical 0 Mon-Tachnical 0 Supervisory 00 Mon-Supervisory

B, Length of Service:

7. Highest Educational Attainmeni:

box to indicate your honest and objective assessment of the following:

DIRECTION: In relation to the activity you have paricipated in, please check the appropriate

A. Program of Activities Poor Fair Safsfaciory

Viry
Safstackory

Oulslanding

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

@2 Sequencing of toplcs! activities (loplcs
sequenced according b imporance or other
criteria)

Implemeniation
Relevance of topics/ activities 1o objectives

kel B

Adequacy of treatment

\B. Materials Poor Far Satfaciny
1.  Cluality

\ary

| Cutztanding

2. Content

2. Packaging

4. Adeguacy

5. Relevance fo needs of participants

5. Up-to-daledness

Storgly
IC. Program Objectives Cigagres | Disagres | Undacided

Strongly
Agrea |

1. Objectives were undarstood wall

2. Dbjectives were atlained

. Vanue Poor Far Satafaciony |
1. Services

\ary

Dutstanding

2. Facilities (Boht, waber, ventilation, noise,
restrooms)
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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 princGples 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:




