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I. OVERVIEW  
 

The Philippine Retirement Authority (PRA) is a government-owned-and/or controlled 

corporation created under Executive Order No. 1037, signed by former President Ferdinand 

E. Marcos on 04 July 1985. On 31 August 2001, through Executive Order No. 26, the 

control and supervision of PRA was transferred to the Board of Investments (BOI) – 

Department of Trade and Industry from the Office of the President. On 12 May 2009, 

Republic Act No. 9593, otherwise known as the Tourism Act of 2009, PRA became an 

attached agency of the Department of Tourism and was placed under the supervision of the 

Secretary.  

 

PRA is mandated to develop and promote the Philippines as a retirement haven as a means 

of accelerating the social and economic development of the country, strengthening its 

foreign exchange position at the same time providing further best quality of life to the 

targeted retirees in a most attractive package.   

 

The PRA is also regulated by the Governance Commission for GOCCs (GCG) through the 

passing of the Republic Act No. 10149 in 2011 or the Governance Act of 2011 and adopts 

the Performance Evaluation System (PES) framework in planning and monitoring its 

performance.     

 

In compliance with the PES for the GOCC sector, PRA has updated its Charter Statements, 

which contain the Vision, Mission, Core Values, and Strategy Map of PRA as follows:  
 

 

       Vision:           Philippines as globally competitive and leading retirement  

                                                   destination in Southeast Asia by 2030. 
 

                  Mission:     To provide an attractive, responsive, and nurturing  

                                                   retirement program to global retirees. 
 

                  Core Values:     Adaptability, Sustainability, Compassion, Customer- 

                                                   Centricity, and Culture Sensitivity.  
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One of the Strategic Objectives in the PRA Strategy Map is to Improve Customer 

Satisfaction, which is measured in terms of Percentage of Satisfied Customers in the PRA’s 

Balanced Scorecard. A Customer Satisfaction Measurement (CSM) Survey is conducted 

and monitored annually to determine the Satisfaction Rating of PRA’s clients with the 

services.   

 

In FY 2025, PRA’s CSM survey is implemented in-house for both internal and external 

services based on the provisions of the Anti-Red Tape Authority (ARTA) Memorandum 

Circular (MC) 2022-05, Series of 20221, the GCG-ARTA Joint MC No. 1, Series of 20232, 

and the ARTA MC 2023-05, Series of 20233.   

 

 

Table 1. Summary Results 
  

Score 

Citizen’s Charter (CC) Awareness:  

(Total Percentage of CC1 items 1 to 3): 96.60% 

CC Visibility:  

(Percentage of CC2 item 1) 90.24% 

CC helpfulness:  

(Percentage of CC3 item 1) 87.46% 

Response Rate:  

(Total Responses/ Total Transactions in 2025) x 100% 13.17% 

Overall Score   

(Refers to the Overall Rating in Service Quality Dimensions SQD Nos.  

1 to 8) 97.68% 

 

 

II. SCOPE 

 

The FY 2025 CSM survey covered 1) the demographics of transacting clients, 2) the 

awareness and usefulness of the Citizen’s Charter in transacting with PRA, and 3) the 

Service Quality Dimensions related to the PRA’s responsiveness, reliability, access & 

facilities, communication, costs, integrity, assurance, and outcome.  

 

The standard harmonized CSM questionnaire was used with modifications to the 

demographic profile questions specifying the list of services and other information that may 

be relevant to PRA’s future plans and policies. The “Region of Residence” was removed 

from the respondents' demographic profile with ARTA's consent, as most were foreign 

retirees from different countries who were not familiar with the regions of the Philippines. 

Specific questions about PRA’s Freedom of Information (FOI) compliance and PRA's 

Accredited Partners (Marketers, Merchant Partners, and Retirement facilities) were also 

incorporated in the questionnaire for their distinct intended purpose.  

 

 
1 Guidelines on the Implementation of the Harmonized Client Satisfaction Measurement 
2 Supplemental Guidelines to the ARTA MC. 2022-05 or the Implementation of the Harmonized Client Satisfaction 

Measurement Specific for GOCCs covered by Republic Act No. 10149. 
3 Amendment to ARTA Memorandum Circular No. 2022-005 or the Guidelines on the Implementation of the Harmonized 

Client Satisfaction Measurement 
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This CSM Report, however, covered only the results of responses gathered and the ratings 

and feedback provided by those who responded to the survey. Similarly, it does not reflect 

the results of the survey for the additional FOI and Accredited Partners’ questions.  

 
  
A. Period Covered  
  

The CSM survey covered both the internal and external transactions completed from 

January to December 2025, utilizing three types of survey methods4: Pen and Paper 

Survey, Google Form Survey Link, email blasting, and QR Code Scanning.  

 

B. Geographic and Office Coverage 

 

The CSM survey covered the clients who transacted with the five PRA Offices: the 

PRA Head Office (HO) and its four (4) Satellite Offices (SOs) in Clark-Subic, Baguio, 

Cebu, and Davao.  

 

However, this report did not include Annexes B: List of Regional and Satellite Offices,   

and C: CSM Result Per Office5 for the disaggregated data from the SOs. While the SOs 

receive, pre-evaluate, and accept applications and other client requests, their services 

do not function independently, nor do they stand alone. The bulk/volume in carrying 

out the rest of their operations is executed at the Head Office, and all clients of PRA 

are technically HO’s. PRA’s clients may submit an application or request to any PRA 

Office, whichever is more convenient for them.  The office that facilitates the CSM 

survey data collection depends on which office provides the last client step, which is 

usually the releasing of HO-processed requests/applications to clients. 

 

For better appreciation and in compliance with the ARTA’s observation/remarks on the 

PRA’s CY 2024 CSM Report General Evaluation Sheet dated October 21, 2025, the 

breakdown of the CC and SQD results for each office (HO and 4 SOs) where the 

application was lodged/released and where CSM was conducted has been attached to 

this report as Appendix A. 

 

C. List of Services Surveyed 

 

The Survey was conducted to measure the satisfaction of PRA’s clients with its 

seventeen (17) services offered, particularly fifteen (15) external and two (2) internal 

services. The total number of responses gathered (5,268) out of the total number of 

transactions (40,004) yielded a response rate of only 13.17%.  

 
Although sixteen (16) external services are listed in PRA’s Citizen’s Charter (CC) 2025 

(1st Edition), only fifteen (15) were subjected to the survey. The Request for Bank 

Manager’s Check due to the Conversion of Visa Deposit into an Active Investment 

was not surveyed separately, as it forms part of the Conversion of Visa Deposit into 

an Active Investment process and involves the same set of clients. Accordingly, to 

avoid duplication, only one (1) survey was conducted per client for these connected 

services. 

 
4 Annex A (Survey Questionnaire Used) 
5 ARTA MC 2023-05: Amendment to ARTA Memorandum Circular No. 2022-005 or the Guidelines on the Implementation 

of the Harmonized Client Satisfaction Measurement 
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Table 2:  List of Services with Actual Number of Transactions, Respondents, and the Corresponding 

Response Rate per Service 

Service 

No. 
Service Name 

2025 Actual 

Number of 

Transactions 

2025 Actual 

Number of 

Respondents  

Response 

Rate 

1 Processing of SRRV Application  2,359 1973 83.64% 

2 

Processing of Discontinuance of SRRV 

Application 80 33 41.25% 

3 PRA ID Card Renewal  32,395 938 2.90% 

4 Re-Stamping of SRRV  1,547 518 33.48% 

5 Bank Transfer 22 22 100.00% 

6 

Conversion of Visa Deposit into an 

Active Investment 70 59 84.29% 

7 

Termination of Participation from the 

Retirement Program 1,121 379 33.81% 

8 Accreditation of Marketer Process  215 141 65.58% 

9 

Accreditation of Retirement Facilities  

Process 42 39 92.86% 

10 

Accreditation of Merchant Partners 

Process 90 75 83.33% 

11 Withdrawal of Visa Deposit  897 271 30.21% 

12 Accreditation of Banks for Visa Deposit  1 1 100.00% 

13 Payment of Marketer’s Fee 476 464 97.48% 

14 

PRA Freedom of Information (FOI)  

Request Process 13 12 92.31% 

15 

Stakeholders’ Feedback Management  

(Complaints and Inquiries) 555 236 42.52% 

16 

Processing of Availment of Monetization  

of Leave Credits 39 35 89.74% 

17 

Processing of Request for Service 

Record, Certificate of Employment, and 

Clearance Form 82 72 87.80% 

TOTAL  

                              

40,004 

                       

5,268  13.17% 

 

 

III. METHODOLOGY 

 

A. Sampling 

 

The PRA used the Sample Size Calculator provided in ARTA MC 2022-05, Series 

of 20226, which had a fixed Confidence level of 95.00% and a Margin of Error 

(MOE) of 5.00%.  Using this calculator and the constant variables, the PRA 

determined the required sample size/minimum number of respondents per service. 

Shown in the Table below is PRA’s computed sample size: 

 
6 Guidelines on the Implementation of the Harmonized Client Satisfaction Measurement  
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Table 3.  Computation of the Required Minimum Sample Size per ARTA Sample Size Calculator 

Service 

No. 
Service Name 

2025 Actual 

Number of 

Transactions 

Confiden

ce 

Interval 

Margin of 

Error 

(MOE) 

Sample Size or 

the Minimum 

Number of 

Respondents 

1 

Processing of SRRV 

Application  2,359 95% 5% 330 

2 

Processing of Discontinuance 

of SRRV 

Application 80 95% 5% 66 

3 PRA ID Card Renewal  32,395 95% 5% 380 

4 Re-Stamping of SRRV  1,547 95% 5% 308 

5 Bank Transfer 22 95% 5% 21 

6 

Conversion of Visa Deposit 

into an 

Active Investment 70 95% 5% 59 

7 

Termination of Participation 

from the 

Retirement Program 1,121 95% 5% 286 

8 

Accreditation of Marketer 

Process  215 95% 5% 138 

9 

Accreditation of Retirement 

Facilities  

Process 42 95% 5% 38 

10 

Accreditation of Merchant 

Partners Process 90 95% 5% 73 

11 Withdrawal of Visa Deposit  897 95% 5% 269 

12 

Accreditation of Banks for 

Visa Deposit  1 95% 5% 1 

13 Payment of Marketer’s Fee 476 95% 5% 213 

14 

PRA Freedom of Information 

(FOI)  

Request Process 13 95% 5% 13 

15 

Stakeholders’ Feedback 

Management  

(Complaints and Inquiries) 555 95% 5% 227 

16 

Processing of Availment of 

Monetization  

of Leave Credits 39 95% 5% 35 

17 

Processing of Request for 

Service Record, Certificate of 

Employment, and 

Clearance Form 82 95% 5% 68 

TOTAL  40,004   2,525 
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B. Feedback and Collection Mechanism 
 

 PRA utilized the following data collection methods: 
 

 

C. Scoring System and Interpretation of Numerical Results 
 

The scoring system was based on the 5-point Likert Scale, viz:  

 
Table 5. Likert Scale Scoring System 

Scale  Rating  

5  Strongly Agree 

4  Agree 

3  Neither Agree or Disagree 

2  Disagree 

1  Strongly Disagree 

  

The overall score for the 8 SQDs were computed based on the following formula:  

    

Overall Score = Number of “Strongly Agree” answers + Number of “Agree” answers  

     Total Number of Respondents – Number of N/A answers  

 

 

 The results were interpreted using the table below:  

  

Table 6. Adjectival Interpretation of Results 

Scale  Rating  

Below 60.00%  Poor 

60.00%-79.99%  Fair 

80.00%-89.99%  Satisfactory 

90.00%-94.99%  Very Satisfactory 

95.00%-100%                  Outstanding 

Table 4. Data Collection Method 

Survey Gathering 

Method Used  

Start of  

Conduct of 

Survey  

Client Type Remarks  

Pen and Paper Survey   

 

January 2025 

Physical or Walk-in 

Clients 

  

All clients with completed 

transactions from January to 

December 2025 were 

provided with survey tools in 

PRA Head and Satellite 

Offices.  

  

 

QR Code Scanning 

Email Blasting/ 

Sending of: 

• Google Survey Link   

• QR Code 

Clients transacting online, 

i.e., via email and the 

electronic FOI portal.    

Email re-blasting/re-

sending of: 

 

• Google Survey Link   

• QR Code 

January 2026 to  

March 2026 

Physical or Walk-in and 

clients transacting online, 

i.e., via email and the 

electronic FOI portal.    

PRA opted to extend its data 

gathering for FY 2025 CSM 

until March 06, 2026, to 

increase the response rate for 

some services that were still 

below the minimum.  
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IV. RESULTS 

 

A. Services with No Clients in FY 2025 

 

For FY 2025, all services had recorded transactions; therefore, no service was reported 

with zero transactions. 
 

B. Total Number of Transacting Clients per Service and the Corresponding 

Response Rate 

 

The total number of FY 2025 transacting clients per service with the corresponding 

response rate is reflected in Table 2. Among the 17 services, two (2) fell short of the 

minimum no. of responses per ARTA Sample Size Calculator, with rates as follows: 

 

1. Processing of Discontinuance of SRRV Application (41.25%) 
2. PRA Freedom of Information (FOI) Request Process (92.31%) 

 

PRA computed the actual margin of error (MOE) of the two (2) services above to 

determine if the corresponding yields of the survey fell within the acceptable margin of 

error which is between 4.00% and 8.00% at 95.00% confidence level7, to wit: 

 
Table 7.  Services with Low Response Rates and their Corresponding MOE based on actual no 

of Responses Gathered 

Service Name 

2025 Actual 

Number of 

Transac-

tions 

Confidence 

Interval 

Margin 

of 

Error 

(MOE) 

Minimum 

number 

of respon-

dents 

2025 

Actual 

Number of 

Respon-

dents  

MOE 

based on 

the actual 

no. of 

Responses 

at 95% 

Confidence 

Level8 

Processing of 

Discontinuance 

of SRRV 

Application     80           95.00% 5.00% 66 33 13% 

PRA Freedom 

of Information 

(FOI) Request 

Process 

                  

13 95.00% 5.00% 13 12 8% 

 

With a margin of error (MOE) of 8.00%, the service “PRA Freedom of Information 

(FOI) Request Process” remained within the acceptable MOE range despite having a 

deficit of one (1) response. As a result, the number of services with high MOEs was 

reduced to one (1), which is the service “Processing of Discontinuance of SRRV 

Application”. 

 

 

 
7 https://www.zoho.com/survey/margin-of-error.html 
8 Using Survey Monkey Margin of Error Calculator, https://www.surveymonkey.com/mp/margin-of-error-calculator/ 
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Actions Taken by PRA to Increase the Response Rate 

 

The following initiatives were implemented in FY 2025 to ensure that response rates 

are closely monitored.  

 

1. Distribution of CSM Tools for FY 2025 

 

The memorandum was issued to ensure that all concerned divisions/offices are 

properly guided on the implementation of PRA’s Client Satisfaction 

Measurement (CSM) Survey for FY 2025. It aimed to provide the necessary 

tools, present the updates to the survey form, and clarify the roles and 

responsibilities of the process owners concerned in gathering client feedback. 

 

2. Monthly Status Report  

 

Starting February 2025, the PRA Corporate Planning Division began preparing 

a Monthly Status Report to apprise Management, the Committee on Anti-Red 

Tape (CART), and all divisions/offices of the results of their data-gathering 

efforts for the month ended, including the response rate per service. In 2025, 11 

CSM Status Reports were distributed. 

 

3. Flag Ceremony Reminders 

 

Aside from the written Monthly Status Reports, the PRA Corporate Planning 

also presented the status of the CSM during the PRA flag ceremony. Three (3) 

flag ceremony announcements were made to highlight the CSM results, 

including the data-gathering extension.  

 

4. PRA Group Chat Reminders 

 

Notices on the PRA Group Chat regarding the CSM was also posted by the 

Corporate Planning to remind the concerned divisions/offices/units to encode 

the client’s duly accomplished Pen and Paper Survey Form to the Google Form 

Survey Link. In this way, accurate CSM response rate will be generated and the 

services that are yet to meet their target respondents will be monitored.  

 

5. Issuance of Memorandum for Services with Low Response Rate 

 

A memorandum containing the list of transactions with low response rates as of 

July 2025 was issued to the concerned divisions/offices for their information 

and appropriate action. This aims to encourage process owners to exert 

additional efforts in the data-gathering process by offering alternative modes 

that are more convenient for clients. 

 

6. Committee on Anti-Red Tape (CART) and Executive Committee (ExeCom) 

Meeting Agenda 

 

Any concern related to the implementation of CSM has been elevated to the 

PRA CART and ExeCom to come up with an informed decision.  The CSM has 
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been made a matter for discussion in one (1) CART meeting and six (6) ExeCom 

meetings.  

 

7. Extension of Data/Response Gathering 

 

After the year 2025 had ended, PRA extended the gathering of responses until 

March 06, 2026, for services that did not reach the minimum sample size. 

Process owners were encouraged to do the following actions during the 

extended period: (1) conduct Email Blasting or Re-blasting of the Google Form 

Survey Link to clients with completed transactions in FY 2025, only until 

March 06, 2026; (2) Ensure real-time encoding of the client’s FY 2025  

accomplished Pen-and-Paper Survey form; and (3) explore other means to reach 

clients with completed transactions in FY 2025 and conduct the survey. 
 

 

The Impact of the Response Rate and MOE on the Overall CSM Results 
 

A total of 5,268 responses were received from 40,004 clients with completed 

transactions in FY 2025, resulting in a CSM response rate of 13.17%. This exceeds the 

minimum required sample size of 2,525 respondents by 108.64%, as determined using 

the ARTA Sample Size Calculator. Moreover, the actual number of responses yielded 

a margin of error (MOE) of ±1% at a 95.00% confidence level, indicating that the 

survey results are sufficiently reliable to represent the entire population of clients who 

transacted with PRA in 2025. 
 

The analysis of services revealed that Processing Discontinuance of SRRV 

Applications had a high margin of error (MOE) and a low response rate, despite the 

PRA's outreach efforts. This low survey yield was anticipated due to the nature of the 

transaction. 

The following are the reasons for the expected low yield: 

• Processing of Discontinuance of SRRV Application 
 

Clients under this service are foreign nationals who may have already left 

the country during the survey's email blasting and re-blasting. Since they 

have discontinued their application, they may have considered responding 

to the survey irrelevant, as they are no longer interested in the Program. 

 

Furthermore, the delivery of the survey questionnaire varies depending on 

the type of banks where the visa deposits were inwardly remitted. For clients 

whose visa deposits are with PRA-accredited private banks, the CSM survey 

questionnaire is provided in person upon the pick-up of their withdrawal 

clearance. In contrast, clients whose visa deposits are with the Development 

Bank of the Philippines (DBP) do not have any physical interaction, as they 

are not required to claim their withdrawal clearance—the visa deposit is 

directly reverted to their destination bank account. 

 

From January to December 2025, a total of 32 transactions were processed 

through private banks, while 48 were processed through DBP. Of the 32 
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clients under private banks, 30 completed the survey form provided to them 

in person upon receipt of their withdrawal clearance. This indicates that only 

three (3) respondents for this service came from the pool of clients whose 

visa deposits were maintained with DBP. This disparity highlights the 

challenge noted above: the absence of physical interaction with DBP clients 

makes it significantly more difficult to gather survey responses, which 

largely explains the low response rate. 

 

Efforts to gather survey responses continued through February 2026 via 

email blasts of the survey link and QR code, with a total of fifty (50) emails 

sent to clients. Despite these efforts, the number of respondents did not 

significantly increase. 

 

• PRA Freedom of Information (FOI) Request Process 

 

It is important to note that this remaining client, who has not completed the 

survey, submitted their request through the eFOI Portal, which has limited 

client interactions compared to the standard FOI process. Although the 

portal is designed for uploading FOI responses, it cannot accommodate the 

CSM survey, which must be completed through different channels. 

 

The FOI Receiving Officer (FRO) made several attempts to obtain a 

response after the transaction was completed on December 05, 2025, 

however, none of these resulted in a response from the client. 
 

 

• On December 06, 2025, the client acknowledged receipt with the 

message: “Thank you for your assistance.” 

• On January 08, 13, 15 and February 28, 2026, via text message, but 

there was no response. 

• A phone call was made on January 13,15,16 and February 26,2026, 

but the client did not answer. 

• A follow-up email was sent on December 09, January 13, 22, and 

February 26, 2026. 

 

Considering the following points:   

1. The total number of responses collected exceeded the required minimum sample 

size,   

2. A margin of error (MOE) of +1 at a 95.00% confidence level is acceptable, and   

3. The low yields (low response rates and high MOE) for 1 out of 17 services were 

anticipated.   

PRA concluded that the data collected is sufficient to provide a valid representation of 

the population, and the results are reliable and objective. 

 

C. Demographic 

 

In general, even though the survey was conducted in real time or provided to clients 

right after the transaction via email or a pen-and-paper form, some clients still chose 

not to participate. Based on the data gathered, 0.60% of clients were recorded to 
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participate in the survey but eventually decided to decline. This result does not include 

yet those who verbally refused to answer the survey.  

 

Table 8. Willingness to Participate in the Survey 

 Particular Responses Percentage 

Yes            5,268  99.40% 

No                 32  0.60% 

Total           5,300    

  

 

Of the total respondents, over two-thirds (70.28%) of external clients are aged 50–65 

or older, while more than five-eighths (65.42%) of internal clients fall within the 20–

49 age group. 
 
 

Table 9. Distribution of Respondents per Age Bracket 

Age External  Percentage  Internal Percentage  Overall 

1. 19 or lower 13 0.25% 0 0.00% 0.13% 

2. 20-34 267 5.17% 37 34.58% 19.88% 

3. 35-49 511 9.90% 33 30.84% 20.37% 

4. 50-64 2560 49.60% 13 12.15% 30.88% 

5. 65 or higher 1067 20.67% 0 0.00% 10.34% 

6. Did not specify  743 14.40% 24 22.43% 18.41% 

 

In terms of sex, nearly three-fourths of external clients are male, with the remainder 

female. Among internal clients, males comprise almost half, while females make up 

slightly more than half. 

 

Table 10.  Distribution of Respondents per Sex 

Sex External  Percentage  Internal Percentage  Overall 

1. Male 3589 69.54% 53 49.53% 59.54% 

2. Female 1430 27.71% 54 50.47% 39.09% 

3. Did not specify  142 2.75% 0 0.00% 1.38% 

 

Of the total survey respondents, 19.92% were classified as “Not Disclosed,” either 

because their answers did not fall into any recognized nationality category or they opted 

not to provide the information. Among the disclosed responses, the top nationalities for 

external clients are Chinese-PROC (18.52%), American (17.79%), Filipino (9.24%), 

Korean (6.67%), and Taiwanese (2.42%). 

 

The respondents represented a mix of nationalities, comprising individuals who either 

completed transactions related to the SRRV program or requested information from the 

PRA, as follows: 

 

Table 11. Distribution of Respondents per Nationality 

Nationality External  Percentage  Internal Percentage  Overall 

American 918 17.79% 0 0.00% 8.89% 

Australian 94 1.82% 0 0.00% 0.91% 
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Table 11. Distribution of Respondents per Nationality 

Nationality External  Percentage  Internal Percentage  Overall 

Austrian 7 0.14% 0 0.00% 0.07% 

Bahrainian 1 0.02% 0 0.00% 0.01% 

Bangladeshi 3 0.06% 0 0.00% 0.03% 

Belgian 12 0.23% 0 0.00% 0.12% 

British 160 3.10% 0 0.00% 1.55% 

Bruneian 1 0.02% 0 0.00% 0.01% 

Canadian 67 1.30% 0 0.00% 0.65% 

Caucasian  1 0.02% 0 0.00% 0.01% 

Chinese (HK-SAR) 22 0.43% 0 0.00% 0.21% 

Chinese (PROC) 956 18.52% 0 0.00% 9.26% 

Columbian  1 0.02% 0 0.00% 0.01% 

Cretiu 2 0.04% 0 0.00% 0.02% 

Croatian  2 0.04% 0 0.00% 0.02% 

Cypriot 1 0.02% 0 0.00% 0.01% 

Czech 1 0.02% 0 0.00% 0.01% 

Danish 10 0.19% 0 0.00% 0.10% 

Dominican  2 0.04% 0 0.00% 0.02% 

Dutch 48 0.93% 0 0.00% 0.47% 

Egyptian  1 0.02% 0 0.00% 0.01% 

Filipino  477 9.24% 87 81.31% 45.28% 

Finnish 5 0.10% 0 0.00% 0.05% 

French 50 0.97% 0 0.00% 0.48% 

Georgian  1 0.02% 0 0.00% 0.01% 

German 63 1.22% 0 0.00% 0.61% 

Greek 2 0.04% 0 0.00% 0.02% 

Grenadian  1 0.02% 0 0.00% 0.01% 

Guam 2 0.04% 0 0.00% 0.02% 

Indian 321 6.22% 0 0.00% 3.11% 

Indonesian 4 0.08% 0 0.00% 0.04% 

Iranian  6 0.12% 0 0.00% 0.06% 

Irish  13 0.25% 0 0.00% 0.13% 

Israeli 5 0.10% 0 0.00% 0.05% 

Italian  18 0.35% 0 0.00% 0.17% 

Japanese  134 2.60% 0 0.00% 1.30% 

Jordanian  7 0.14% 0 0.00% 0.07% 

Kazakhstan 1 0.02% 0 0.00% 0.01% 

Korean  344 6.67% 0 0.00% 3.33% 

Latvia 1 0.02% 0 0.00% 0.01% 

Lebanese 5 0.10% 0 0.00% 0.05% 

Libyan 1 0.02% 0 0.00% 0.01% 

Luxembourger 1 0.02% 0 0.00% 0.01% 

Malagasy  1 0.02% 0 0.00% 0.01% 

Malaysian 15 0.29% 0 0.00% 0.15% 

Mexican 1 0.02% 0 0.00% 0.01% 

Montenegrin 1 0.02% 0 0.00% 0.01% 
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Table 11. Distribution of Respondents per Nationality 

Nationality External  Percentage  Internal Percentage  Overall 

Moroccan  3 0.06% 0 0.00% 0.03% 

New Zealander 9 0.17% 0 0.00% 0.09% 

Nigerian  1 0.02% 0 0.00% 0.01% 

Norwegian 2 0.04% 0 0.00% 0.02% 

Pakistani  9 0.17% 0 0.00% 0.09% 

Palestine  1 0.02% 0 0.00% 0.01% 

Polish 1 0.02% 0 0.00% 0.01% 

Portuguese 4 0.08% 0 0.00% 0.04% 

Romanian  1 0.02% 0 0.00% 0.01% 

Russian  7 0.14% 0 0.00% 0.07% 

Scandinavian  1 0.02% 0 0.00% 0.01% 

Scottish 2 0.04% 0 0.00% 0.02% 

Singaporean 18 0.35% 0 0.00% 0.17% 

Slovenian  1 0.02% 0 0.00% 0.01% 

South African  7 0.14% 0 0.00% 0.07% 

Spanish  11 0.21% 0 0.00% 0.11% 

Sri Lankan 6 0.12% 0 0.00% 0.06% 

St Kitts and Nevis 2 0.04% 0 0.00% 0.02% 

Swedish  9 0.17% 0 0.00% 0.09% 

Swiss 47 0.91% 0 0.00% 0.46% 

Syrian  2 0.04% 0 0.00% 0.02% 

Taiwanese 125 2.42% 0 0.00% 1.21% 

Thai 3 0.06% 0 0.00% 0.03% 

Ukrainian  3 0.06% 0 0.00% 0.03% 

Vanuatu 3 0.06% 0 0.00% 0.03% 

Vietnamese 2 0.04% 0 0.00% 0.02% 

Did not specify  1,091 21.14% 20 18.69% 19.92% 

Total  5,161 100.00% 107 100.00% 100.00% 

 

For a composite of PRA’s client types, nearly three-fourths of external respondents are 

“SRRV Applicants” (41.21%) and “SRRV Holders” (31.41%), followed by 

“Accredited Partners” (18.74%) and “Representatives of SRRV Members” (4.53%). 

All internal respondents (100%) are PRA employees, as detailed below: 
 
 

Table 12. Distribution of Respondents per Client Type 

Client Type  Total Percentage  

External Client 

SRRV Holder 1,621 31.41% 

SRRV Applicant 2,127 41.21% 

Accreditation Applicant 200 3.88% 

Representative of SRRV Member 234 4.53% 

FOI Client 12 0.23% 

Accredited Partner (Marketer, RFs, and MPs) 967 18.74% 

Total  5,161 100.00% 

Internal Client   
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Table 12. Distribution of Respondents per Client Type 

Client Type  Total Percentage  

PRA Employee 107 100.00% 

Total  107 100.00% 

Overall  5,268 100.00% 
 

 

 

 

D. Citizen’s Charter (CC) Result 
 

While the majority of the respondents knew the existence of the CC, 3.40% of the 

clients were still unaware of the CC.  
 

Among those who knew the CC, 90.24% were able to see the CC, and 87.46% said that 

the CC helped them in their transactions. 
   

Table 13. Distribution of Responses pertaining to CC’s Visibility, Awareness, and 

Usefulness 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of 

the CC?     

1. I know what a CC is and I saw this office's CC. 4593 87.19% 

2. I know what a CC is but I did not see this office's CC.  170 3.23% 

3. I learned of the CC only when I saw this office's CC.  326 6.19% 

4. I do not know what a CC is and I did not see this office's 

CC.  179 3.40% 

      

CC2. If aware of CC, would you say that the CC of this 

office was…?     

1. Easy to see 4597 90.24% 

2. Somewhat easy to see 449 8.81% 

3. Difficult to see 32 0.63% 

4. Not visible at all 16 0.31% 

      

CC3. If aware of CC, how much did the CC help you in your 

transaction?     

1. Helped very much 4380 87.46% 

2. Somewhat helped 580 11.58% 

3. Did not help  48 0.96% 
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E. Service Quality Dimension (SQD) Results for Internal and External Services 

 

A. External Services Results  

 

Under SQD 0, 98.41% of the respondents with external services rated their service as 

“Outstanding,” as shown in the table below: 

 

Table 14. Distribution of Responses for SQD 0 

Service 

Quality 

Dimension  

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0 4,180 885 39 10 33 14 5,161 98.41% 

 

Consequently, in terms of the eight (8) Service Quality Dimensions (SQD), the 

respondents rated their transaction with the PRA as “outstanding,” recording a score 

range of 97.06% to 98.42%.  

 

As indicated in Table 16, the summary of results shows that SQD2 (Reliability), defined 

as “the provision of what is needed and what was promised, following the policy and 

standards, with zero to minimal error rate,” was ranked the highest in the external 

services survey (98.42%). This was followed by SQD6 (Integrity) at 98.08%, SQD7 

(Assurance) at 97.95%, and SQD8 (Outcome) at 97.75%, respectively. 
 

Table 15. Distribution of Responses for SQD 1-8 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 4,045 968 59 18 48 23 5,161 97.57% 

SQD 2.  

Reliability 4,177 884 46 3 32 19 5,161 98.42% 

SQD 3.  Access 

and Facilities 4,117 870 81 22 36 35 5,161 97.29% 

SQD 4.  

Communication 4,016 949 100 11 28 57 5,161 97.28% 

SQD 5.  Costs 3,509 909 91 19 24 609 5,161 97.06% 

SQD 6.  Integrity 4,120 899 60 6 32 44 5,161 98.08% 

SQD 7.  

Assurance 4,188 838 65 7 33 30 5,161 97.95% 

SQD 8.  

Outcome  4,109 883 73 8 34 54 5,161 97.75% 

Overall 

      

32,281  

      

7,200  

                   

575  

            

94  

            

267  

       

871  

          

41,288  97.68% 
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B. Internal Services Results  
 

Under SQD 0, 97.20% of the respondents with internal services rated their service as 

“Outstanding,” as shown in the table below: 
 

Table 16. Distribution of Responses for SQD 0 

Service 

Quality 

Dimension  

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0 84 20 2 0 1 0 107 97.20% 
 

Consequently, in terms of the eight (8) Service Quality Dimensions (SQD), the 

respondents rated their transaction with the Authority as either “satisfactory” or 

“outstanding”, with scores ranging from 83.33% to 98.13%.  
 

As indicated in Table 18, the summary of results shows that SQD2 (Reliability), defined 

as “the provision of what is needed and what was promised, following the policy and 

standards, with zero to a minimal error rate,” was ranked the highest in the internal 

services survey (98.13%). This was followed by SQD6 (Integrity) at 98.06%, SQD7 

(Assurance) at 97.12%, and SQD3 (Access and Facilities) at 96.88%, respectively. 

 

Table 17. Distribution of Responses for SQD 1-8 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 72 25 1 1 3 5 107 95.10% 

SQD 2.  

Reliability 84 21 1 0 1 0 107 98.13% 

SQD 3.  Access 

and Facilities 73 20 2 0 1 11 107 96.88% 

SQD 4.  

Communication 77 18 2 3 1 6 107 94.06% 

SQD 5.  Costs 19 6 2 1 2 77 107 83.33% 

SQD 6.  Integrity 84 17 1 0 1 4 107 98.06% 

SQD 7.  

Assurance 86 15 2 1 0 3 107 97.12% 

SQD 8.  

Outcome  73 18 1 1 1 13 107 96.81% 

Overall 

           

568  

         

140  

                     

12  

              

7  

              

10  

       

119  

               

856  96.07% 
 

F. Average Overall Score per Service 

 

Overall, about 97.66% of responses to the survey who have completed transactions, 

inquired, filed complaints, or requested information from PRA, by and large, 

“Strongly Agree/Agree” with the quality of service of PRA.  
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Table 18.  Distribution of Responses and Score per Service 

 Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

External Services  

Processing of SRRV 

Application 15,017 695 40 8 8 16 15,784 99.64% 

Processing of 

Discontinuance of 

SRRV Application 200 36 1 0 13 14 264 94.40% 

PRA ID Card Renewal 5,958 1,186 115 30 74 141 7,504 97.03% 

Re-Stamping of SRRV 1,762 1,958 317 22 66 19 4,144 90.18% 

Bank Transfer 52 120 4 0 0 0 176 97.73% 

Conversion of Visa 

Deposit into an Active 

Investment 364 91 6 1 0 10 472 98.48% 

Termination of 

Participation from the 

Retirement Program  2,239 705 26 20 33 9 3,032 97.39% 

Accreditation of 

Marketer Process 493 553 52 6 20 4 1,128 93.06% 

Accreditation of 

Retirement Facilities 

Process 269 5 0 0 0 38 312 100.00% 

Accreditation of 

Merchant Partners 

Process 523 0 0 0 7 70 600 98.68% 

Withdrawal of Visa 

Deposit  1,705 445 4 6 4 4 2,168 99.35% 

Accreditation of Banks 

for Visa Deposit 5 2 1 0 0 0 8 87.50% 

Payment of Marketer's 

Fee 2,856 277 7 1 42 529 3,712 98.43% 

PRA Freedom of 

Information (FOI) 

Request Process 51 29 2 0 0 14 96 97.56% 

Stakeholders’ Feedback 

Management 

(Complaints and 

Inquiries) 787 1,098 0 0 0 3 1,888 100.00% 

External Services Total  32,281 7,200 575 94 267 871 41,288 97.68% 

Internal Services                 

Processing of Availment 

of Monetization of 

Leave Credits 185 48 1 2 3 41 280 97.49% 

Processing of Request 

for Service Record, 

Certificate of 383 92 11 5 7 78 576 95.38% 
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Table 18.  Distribution of Responses and Score per Service 

 Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

Employment, and 

Clearance Form 

Internal Services Total  568 140 12 7 10 119 856 96.07% 

Overall  32,849 7,340 587 101 277 990 42,144 97.66% 
 

 

The highest Strongly Agree/Agree responses among external clients came from those who 

completed transactions for “Accreditation of Retirement Facilities Process” and 

“Stakeholders’ Feedback Management (Complaints and Inquiries)” (both 100%), and 

“Processing of SRRV Application” (99.64%). For internal respondents, the highest ratings 

were for “Processing of Availment of Monetization of Leave Credits” (97.49%). 

 

 

G. Free Responses 

 
 

While the overall score is equivalent to “Outstanding,” the PRA is still open to 

opportunities for improvement and needs to address comments/suggestions from its 

respondents about turnaround time, facilities, monitoring of SRRV holders’ transactions 

and complaints, automation, costs, and transparency in PRA’s policies. A total of 451 free 

responses were received from clients through the CSM Survey, covering a range of 

feedback including comments, suggestions, and commendations. These responses were 

systematically categorized by PRA. The number of responses per category is presented as 

follows. 

 
 

Table 19. Free Responses Per Category 
 

Category No. of Responses 

Responses Pertaining to Processing Time / Process Flow  31 

Responses Pertaining to SRRV Renewal Period Duration  29 

Responses Pertaining to SRRV ID Card  8 

Responses Suggesting Online Process and Electronic Payment  18 

Responses Pertaining to Fees and Charges  9 

Responses on SRRV Benefits and Privileges Enhancement  6 

Responses on Website Content, Improvement and/or Updating of 

Information 

5 

Responses Pertaining to Documentary Requirements/Biometrics 

Requirements  

3 

Responses Suggesting Opening Up Additional Satellite Offices  4 

Responses Pertaining to Information Dissemination  5 

Responses Pertaining to Customer Service Accessibility/ 

Responsiveness  

6 

Response Pertaining to the CSM Survey Form  1 

Response Pertaining to the Citizen’s Charter  1 
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Table 19. Free Responses Per Category 
 

Category No. of Responses 

Response Pertaining to Marketers  1 

Responses on Facility / Office Environment  3 

Responses on Service Delivery / Logistics and Courier Services  2 

Responses Commending PRA in General  241 

Responses Commending PRA Personnel  78 

 

The actual comments and free responses from survey respondents are provided in Appendix 

B of this report, categorized accordingly. 
 

 

 

V. RESULTS OF THE AGENCY ACTION PLAN REPORTED FOR FY 2024 

 

In line with PRA’s commitment to continually improve service delivery to its stakeholders, 

the following reflects the status key action plans reported in FY 2024. 

 

Table 20.  Result of the Agency Action Plan Reported for FY 2024 

Action Plans for Improving Business 

Processes 

Status 

1. Reinforce the benefits of SRRV with a 

brand reputation of speed and 

timeliness in the processing of various 

transactions 

On September 24, 2024, January 22, 2025, 

and September 12, 2025, the PRA 

coordinated with the Bureau of Immigration 

to further accelerate the processing of SRRV 

applications, reinforcing operational 

efficiency and alignment with best practices. 

During these engagements, other matters 

were also discussed, including the request 

for dedicated airport lanes for SRRV 

holders. 

 

Moreover, the PRA’s Manual of Operations 

was approved by Management in December 

2025, marking a significant milestone in 

strengthening the agency’s institutional 

systems and processes. This 

accomplishment underscores PRA’s 

commitment to enhancing operational 

effectiveness, promoting accountability, and 

ensuring alignment with established policies 

and best practices. 
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Table 20.  Result of the Agency Action Plan Reported for FY 2024 

Action Plans for Improving Business 

Processes 

Status 

2. Empower its satellite offices to reduce 

visa processing time  

By leveraging the PRA Reorganization Plan, 

which envisions both the expansion of 

Satellite Office (SO) coverage and the 

enhancement of their functions, the SOs will 

be strengthened as fully operational 

extensions of the Authority. With broader 

roles in application processing, client 

servicing, and stakeholder engagement, this 

initiative will enable faster visa processing, 

improve accessibility of services, and ensure 

more efficient handling of transactions 

across all PRA service points. 

 

3. Development of PRA’s digital system 

must be fast-tracked to improve 

program processes and ensure regular 

monitoring of PRA efforts’ 

effectiveness;  

 

PRA continues to pursue initiatives to 

develop and enhance its in-house systems 

that may streamline processes and improve 

the overall efficiency of its services. 

 

As of FY 2025, the following were the status 

of each system: 

 

• SRR Visa Information and 

management System 

 
During the 4th Quarter of CY 2025, the ICT 
Division (ICTD) implemented urgent system 
modifications and enhancements to support 
the Philippine Retirement Authority’s (PRA) 
operations, particularly following the 
implementation of the SRRV Expanded 
Program. Due to major policy changes 
affecting SRRV eligibility, visa deposit 
requirements, processing workflows, and data 
structures, ICTD realigned its development 
priorities from planned initiatives toward 
compliance-driven improvements to ensure 
uninterrupted SRRV services. 
Key highlights for the quarter included: 
 
• Continued enhancement and deployment 

of the SRR Visa Information 
Management System (SIMS) and its core 
modules, including retiree records 
management, SRRV ID processing, and 
data build-up. 

• Implementation of web-based SRRV 
components such as retiree information 
systems, data update logs, dashboards, ID 
data entry, and biometric capture 
modules. 

• Strengthened cross-agency system 
integration with the Bureau of 
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Table 20.  Result of the Agency Action Plan Reported for FY 2024 

Action Plans for Improving Business 

Processes 

Status 

Immigration, supporting application 
processing and status verification. 

• Deployment and improvement of other 
PRA systems including the Accreditation 
Information Management System, 
Financial Information Management 
System, and selected administrative 
service modules. 

• Execution of emergency system revisions, 
database restructuring, policy-driven 
validations, and system stabilization to 
ensure compliance and operational 
continuity. 

• ICTD successfully delivered critical 
system outputs during the 3rd and 4th 
Quarters, including but not limited to: 

 
1. Retiree Information Management 

System (RIMS) 
▪ Consolidated retiree data across 

SIMS, LOI, RBDMIS, and 
assessment modules. 

▪ Updated retiree status and visa 
deposit logic based on new 
classifications. 

2. Servicing Information Management 
System (SIMS) 
▪ Temporarily repurposed as a 

data build-up and update 
module to ensure service 
continuity during policy 
transition. 

▪ Implemented audit logs for 
retiree record updates. 

3. SRRV Sticker and Assessment & 
Evaluation Modules 
▪ Migrated legacy desktop 

applications to web-based 
platforms. 

▪ Implemented applicant 
tracking, online application 
monitoring, biometric capture 
viewing, and SRRV allocation 
modules. 

4. Database and Website Enhancement 
▪ Modified PRA master and 

supporting databases to 
accommodate new SRRV data 
fields. 

▪ Updated PRA website 
components and online 
application forms to align with 
expanded program policies. 
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Table 20.  Result of the Agency Action Plan Reported for FY 2024 

Action Plans for Improving Business 

Processes 

Status 

 

• Administrative, Financial, and 

Procurement Information 

Management System 

 

Information and Communications 

Technology Division (ICTD) successfully 

delivered critical system outputs during the 

3rd and 4th Quarters, including but not limited 

to: 

 

1. Letter of Introduction (LOI) Module 

▪ Updated eligibility logic, visa 

deposit validation, and reporting 

formats. 

▪ Converted the LOI module into a 

fully web-based system to improve 

accessibility and reduce manual 

workarounds. 

2. Retirees Bank Deposit Information 

Management System (RBDMIS) 

▪ Revised deposit validation rules 

and bank compliance checks. 

▪ Enhanced data tables to support 

additional bank certificates 

required under the expanded 

program. 

 

3. Disbursement and Budget Control 

Modules (DV and BUS) 

▪ Converted from desktop-based 

applications to web-based systems. 

▪ Revised workflows, validation 

rules, and reports to reflect updated 

SRRV fees and requirements. 

 

 

• Management Services Information 

System 

 
Enhancements across multiple systems were 

implemented in response to updated 

administrative policies and operational 

requirements. 

 

▪ For the Time Logs Module, database 

tables and scripts were updated to 

ensure compliance with the latest 

policies set by the Admin Division. 
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Table 20.  Result of the Agency Action Plan Reported for FY 2024 

Action Plans for Improving Business 

Processes 

Status 

Additionally, the Daily and Overtime 

Accomplishment Report templates 

were revised to reflect the newly 

issued forms. 

 
▪ Similarly, the Accomplishment Logs 

Module was updated with new forms 

and fields to capture all necessary data 

required for both daily and overtime 

accomplishment reports, ensuring 

consistency and accuracy in reporting. 

 

▪ The Procurement Information System 

is identified for development as a 

prerequisite for the ICT Preventive 

Maintenance Monitoring System. 

This foundational system is essential 

to enable tracking and management of 

ICT-related procurement and 

maintenance activities. 

 

▪ The Biometric Logs System currently 

has no uploaded files. Monitoring and 

data integration are pending and will 

be addressed in subsequent updates to 

ensure full functionality. 

 

Database and Website Enhancements 

 

▪ Modified PRA master and supporting 

databases to accommodate new SRRV 

data fields. 

▪ Updated PRA website components 

and online application forms to align 

with expanded program policies. 
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VI. CONTINUOUS AGENCY IMPROVEMENT PLAN FOR FY 2026 

 
 

Although the FY 2025 CSM results are high for each SQD, and the overall rating is 

“outstanding”, PRA shall maintain what it has already established. However, considering 

some key improvement areas suggested by our clients in the CSM free responses, the PRA 

shall continue to pursue the following plans for FY 2026: 

 
 

 

 

Table 21. PRA CSM Improvement Plan (FY 2026 onwards) 
 

 

Programs, Activities, and Projects 

 

Brief Description 
 

1. In-house Development of ICT Systems 

• SRR Visa Information and 

Management System 

• Administrative, Financial, and 

Procurement Information 

Management System – 

Maintenance 

• Management Services 

Information System - 

Maintenance 
 

In line with SONA Directive No. PBBM-2023-041 dated 24 

July 2023, the PRA continues to strengthen its in-house 

systems to support both its core and administrative operations. 
 

Through the ICTD, these internally developed systems are 

being leveraged to enable the online processing of Special 

Resident Retiree’s Visa (SRRV) applications. An integrated 

online application platform, linked to the PRA website, has 

been initially deployed for testing to assess functionality, 

identify system gaps, and refine user experience prior to full-

scale implementation. 

 

The initiative is expected to streamline workflows, minimize 

manual intervention, and improve overall efficiency, while 

ensuring that necessary enhancements are incorporated before 

its official rollout. 

2. PRA Digitalization Project through PPP 

Unsolicited project 

This Public-Private Partnership (PPP) project is a 

comprehensive digital transformation initiative aimed at 

automating and enhancing the full lifecycle of the Special 

Resident Retiree’s Visa (SRRV). 

 

It primarily seeks to digitalize key SRRV processes, covering 

both issuance and post-issuance services such as ID renewal, 

restamping, and the conversion of deposits into active 

investments. In parallel, the project is designed to modernize 

PRA’s internal systems and procedures to ensure more 

efficient service delivery and effective fulfillment of its 

mandate. 

 

The initiative also involves streamlining workflows and 

upgrading ICT infrastructure to support seamless system 

integration, thereby improving overall operational efficiency 

and strengthening the agency’s capacity to deliver responsive 

and client-centered services. 

3. Website Enhancement 

 

This enhancement introduces an online application facility 

that allows applicants to securely and conveniently lodge their 

applications through a user-friendly platform integrated with 

online payment gateways. Through this system, clients can 

submit requirements, monitor application status, and manage 

their applications digitally, significantly reducing reliance on 
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Table 21. PRA CSM Improvement Plan (FY 2026 onwards) 
 

 

Programs, Activities, and Projects 

 

Brief Description 
 

manual processes. The initiative is currently deployed for 

testing to validate system functionality, ensure security, and 

incorporate user feedback prior to full implementation. 

4. Expansion of Payment Channels Building on its existing payment options—such as online 

payments through Landbank Link.BizPortal (including credit 

cards and e-wallets), over-the-counter deposits at LandBank 

and Veterans Bank branches nationwide, and payments at 

PRA Cashier windows—the Authority is set to introduce an 

additional payment through the Veterans Bank Payment 

Kiosk.  

 

These kiosks will be deployed at the Head Office and satellite 

offices to provide clients with a more convenient, secure, and 

efficient alternative for setting their obligations. 

 

5. Retiree Inventory, Visitation, 

Engagement and Reconnection 

(PROJECT R.I.V.E.R.) 

These activities focus on the welfare and satisfaction of 

retirees living in the Philippines. They aim to understand 

retirees’ profiles by gathering information on their 

demographics, well-being, challenges, and experiences, in 

order to tailor programs and activities that ensure satisfaction, 

social integration, and a sense of rapport and connection. 

 

This also enables the PRA to monitor its retirees, including 

their investments under the SRRV program, their 

whereabouts, and the implementation of a sustainable 

retention program. 

6. Multi-Sectorial Coordination and 

Collaboration Activities 

7. Social Integration Program 

 

 

8. Accreditation of Industry Partners The PRA continuously expands its connection with the private 

sector through its Accreditation Program. Businesses can be 

accredited as Merchant Partners or Marketers, while various 

dwelling and accommodation facilities, active or assisted 

living, may opt to be certified as Retirement Facilities. This 

intends to have an integrated retirement program with the 

private sectors/entities to amplify the reach of the SRRV 

Program. 

9. PRA's ISO 9001:2015 Certification This activity aspires to continuously maintain an efficient and 

effective operation, improve the quality of service to its 

stakeholders to increase customer satisfaction and retention 

and develop a culture of quality service within the 

organization. 

10. PRA Re-organizational Plan 
 

A key component of the reorganization is the planned 

expansion of Satellite Office (SO) coverage and the 

enhancement of their functions. Under the proposed 

structure, the SOs will be placed under the supervision of the 

Executive Vice President to ensure stronger strategic 

oversight, improved coordination, and alignment with the 
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ANNEX A (Survey Questionnaire Used)    

    

1. Pen and Paper Survey Form  

 

A. Pen and Paper Survey Form for External Transactions  

 

 
  



 

30 
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B. Pen and Paper Survey Form for Internal Transactions  
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2. QR Code Scanning 
 

 
 

 
 

3. Actual Link of the Survey Google Form 
 

• Google Form Link  

 

a. External Survey Link : https://forms.gle/NzxG6HC9vW37dAe57     

b. Internal Survey Link : https://forms.gle/WMpi7kCSLzy64AUQ9  

 

  

 

 

 

https://forms.gle/NzxG6HC9vW37dAe57
https://forms.gle/WMpi7kCSLzy64AUQ9




 

34 
 

APPENDIX A: Disaggregated CC Compliance and SQD Results by Office of Transaction  

                           and CSM Administration (Head Office and Satellite Offices) 
 

I. Makati Head Office 
 

Citizen’s Charter  
 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of the CC?     

1. I know what a CC is and I saw this office's CC. 3849 88.95% 

2. I know what a CC is but I did not see this office's CC.  162 3.74% 

3. I learned of the CC only when I saw this office's CC.  181 4.18% 

4. I do not know what a CC is and I did not see this office's CC.  135 3.12% 

      

CC2. If aware of CC, would you say that the CC of this office was…?     

1. Easy to see 3786 90.40% 

2. Somewhat easy to see 365 8.72% 

3. Difficult to see 24 0.57% 

4. Not visible at all 13 0.31% 

      

CC3. If aware of CC, how much did the CC help you in your 

transaction?     

1. Helped very much 3748 90.42% 

2. Somewhat helped 363 8.76% 

3. Did not help  34 0.82% 

 

External Services  

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0.   
3333 803 33 8 29 14 4220 98.34% 

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 3250 849 44 12 44 21 4220 97.62% 

SQD 2.  Reliability 3339 792 41 3 28 17 4220 98.29% 

SQD 3.  Access 

and Facilities 3313 763 71 9 32 32 4220 97.33% 

SQD 4.  

Communication 3231 824 85 7 25 48 4220 97.20% 

SQD 5.  Costs 2717 785 79 15 19 605 4220 96.87% 

SQD 6.  Integrity 3270 819 54 6 28 43 4220 97.89% 

SQD 7.  Assurance 3330 765 61 7 29 28 4220 97.69% 

SQD 8.  Outcome  3281 788 67 7 30 47 4220 97.51% 

Overall   25,731  

    

6,385  

            

502           66  

            

235  

       

841         33,760  97.56% 
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Internal Services 

 

Service 

Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0.  
84 20 2 0 1 0 107 97.20% 

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 72 25 1 1 3 5 107 95.10% 

SQD 2.  Reliability 84 21 1 0 1 0 107 98.13% 

SQD 3.  Access and 

Facilities 73 20 2 0 1 11 107 96.88% 

SQD 4.  

Communication 77 18 2 3 1 6 107 94.06% 

SQD 5.  Costs 19 6 2 1 2 77 107 83.33% 

SQD 6.  Integrity 84 17 1 0 1 4 107 98.06% 

SQD 7.  Assurance 86 15 2 1 0 3 107 97.12% 

SQD 8.  Outcome  73 18 1 1 1 13 107 96.81% 

Overall        568  

       

140  

              

12             7  

              

10  

       

119              856  96.07% 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   



 

36 
 

II. BAGUIO SATELLITE OFFICE 
 

Citizen’s Charter  
 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of the CC?     

1. I know what a CC is and I saw this office's CC. 76 97.44% 

2. I know what a CC is but I did not see this office's CC.  0 0.00% 

3. I learned of the CC only when I saw this office's CC.  1 1.28% 

4. I do not know what a CC is and I did not see this office's CC.  1 1.28% 

      

CC2. If aware of CC, would you say that the CC of this office was…?     

1. Easy to see 76 98.70% 

2. Somewhat easy to see 1 1.30% 

3. Difficult to see 0 0.00% 

4. Not visible at all 0 0.00% 

      

CC3. If aware of CC, how much did the CC help you in your 

transaction?     

1. Helped very much 77 100.00% 

2. Somewhat helped 0 0.00% 

3. Did not help  0 0.00% 

 

External Services  

 

Service 

Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0.   78 0 0 0 0 0 78 100.00% 

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 78 0 0 0 0 0 78 100.00% 

SQD 2.  

Reliability 78 0 0 0 0 0 78 100.00% 

SQD 3.  Access 

and Facilities 78 0 0 0 0 0 78 100.00% 

SQD 4.  

Communication 78 0 0 0 0 0 78 100.00% 

SQD 5.  Costs 78 0 0 0 0 0 78 100.00% 

SQD 6.  Integrity 78 0 0 0 0 0 78 100.00% 

SQD 7.  

Assurance 78 0 0 0 0 0 78 100.00% 

SQD 8.  Outcome  78 0 0 0 0 0 78 100.00% 

Overall        624  

          

-                   -              -    

               

-    

          

-    

            

624  100.00% 

 

*Internal Services not applicable 
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III. CEBU SATELLITE OFFICE 

 

Citizen’s Charter  

 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of the CC?     

1. I know what a CC is and I saw this office's CC. 192 93.20% 

2. I know what a CC is but I did not see this office's CC.  4 1.94% 

3. I learned of the CC only when I saw this office's CC.  5 2.43% 

4. I do not know what a CC is and I did not see this office's CC.  5 2.43% 

      

CC2. If aware of CC, would you say that the CC of this office was…?     

1. Easy to see 179 90.86% 

2. Somewhat easy to see 17 8.63% 

3. Difficult to see 0 0.00% 

4. Not visible at all 1 0.51% 

      

CC3. If aware of CC, how much did the CC help you in your 

transaction?     

1. Helped very much 183 93.37% 

2. Somewhat helped 13 6.63% 

3. Did not help  0 0.00% 

 

External Services  

 

Service Quality 

Dimension  

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0.   191 13 0 0 2 0 206 99.03% 

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 177 25 1 1 2 0 206 98.06% 

SQD 2.  

Reliability 190 14 0 0 2 0 206 99.03% 

SQD 3.  Access 

and Facilities 177 26 1 0 2 0 206 98.54% 

SQD 4.  

Communication 175 26 2 0 2 1 206 98.05% 

SQD 5.  Costs 185 19 0 0 2 0 206 99.03% 

SQD 6.  Integrity 197 7 0 0 2 0 206 99.03% 

SQD 7.  

Assurance 198 6 0 0 2 0 206 99.03% 

SQD 8.  Outcome  190 14 0 0 2 0 206 99.03% 

Overall     1,489  

       

137                  4             1  

              

16  

           

1           1,648  98.72% 

 

*Internal Services not applicable 
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IV. CLARK-SUBIC SATELLITE OFFICE 

 

Citizen’s Charter  
 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of the CC?     

1. I know what a CC is and I saw this office's CC. 194 61.20% 

2. I know what a CC is but I did not see this office's CC.  4 1.26% 

3. I learned of the CC only when I saw this office's CC.  87 27.44% 

4. I do not know what a CC is and I did not see this office's CC.  32 10.09% 

      

CC2. If aware of CC, would you say that the CC of this office was…?     

1. Easy to see 262 88.22% 

2. Somewhat easy to see 28 9.43% 

3. Difficult to see 5 1.68% 

4. Not visible at all 2 0.67% 

      

CC3. If aware of CC, how much did the CC help you in your 

transaction?     

1. Helped very much 192 74.13% 

2. Somewhat helped 56 21.62% 

3. Did not help  11 4.25% 

 

External Services  
 

Service 

Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0.   265 47 4 1 0 0 317 98.42% 
 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 245 59 9 4 0 0 317 95.90% 

SQD 2.  

Reliability 259 54 3 0 0 1 317 99.05% 

SQD 3.  Access 

and Facilities 248 48 7 11 0 3 317 94.27% 

SQD 4.  

Communication 234 64 8 3 0 8 317 96.44% 

SQD 5.  Costs 238 63 3 10 0 3 317 95.86% 

SQD 6.  Integrity 262 50 5 0 0 0 317 98.42% 

SQD 7.  

Assurance 267 48 2 0 0 0 317 99.37% 

SQD 8.  Outcome  254 53 5 0 0 5 317 98.40% 

Overall     2,007  

       

439                42           28  

               

-    

         

20  

         

2,536  97.22% 

 

*Internal Services not applicable 
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V. DAVAO SATELLITE OFFICE 
 

Citizen’s Charter 

 

Citizen's Charter (CC)  Responses  Percentage  

CC1. Which of the following described your awareness of the CC?     

1. I know what a CC is and I saw this office's CC. 282 82.94% 

2. I know what a CC is but I did not see this office's CC.  0 0.00% 

3. I learned of the CC only when I saw this office's CC.  52 15.29% 

4. I do not know what a CC is and I did not see this office's CC.  6 1.76% 

      

CC2. If aware of CC, would you say that the CC of this office was…?     

1. Easy to see 294 87.76% 

2. Somewhat easy to see 38 11.34% 

3. Difficult to see 3 0.90% 

4. Not visible at all 0 0.00% 

      

CC3. If aware of CC, how much did the CC help you in your transaction?     

1. Helped very much 180 54.38% 

2. Somewhat helped 148 44.71% 

3. Did not help  3 0.91% 

 

External Services  

 

Service 

Quality 

Dimension  

Strongly 

Agree 
Agree 

Neither 

Agree 

nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 0. 313 22 2 1 2 0 340 98.53% 

 

Service Quality 

Dimension 

Strongly 

Agree 
Agree 

Neither 

Agree nor 

Disagree 

Disagree 
Strongly 

Disagree 
N/A 

Total 

Responses  
Overall  

SQD 1.  

Responsiveness 295 35 5 1 2 2 340 97.63% 

SQD 2.  

Reliability 311 24 2 0 2 1 340 98.82% 

SQD 3.  Access 

and Facilities 301 33 2 2 2 0 340 98.24% 

SQD 4.  

Communication 298 35 5 1 1 0 340 97.94% 

SQD 5.  Costs 291 42 2 1 3 1 340 98.23% 

SQD 6.  Integrity 313 23 1 0 2 1 340 99.12% 

SQD 7.  

Assurance 315 19 2 0 2 2 340 98.82% 

SQD 8.  Outcome  306 28 1 1 2 2 340 98.82% 

Overall     2,430  

       

239                20             6  

              

16  

           

9  

         

2,720  98.45% 

 

*Internal Services not applicable 
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APPENDIX B: Free Responses of Survey Respondents per Category 

 

A. Responses Pertaining to Processing Time / Process Flow 

• I received the invoice, but no list of instructions on steps to complete the 

requirements until after my proof of payment was sent. Small item, but would 

have saved an email or two 

• Listening, understanding your client needs, will ensure they leave with a great 

impression 

• I only used a marketer for the application. Transfer to tourist visa and delays 

with release were an issue. 

• reduce the number of my presentation of certificate of golf share say 3 times a 

year 

• Re: Cancellation: We are not informed in writing format. Will appreciate a step 

by step print out of what to do, bring, and pay. 

• Set up easy way to transfer from classic to courtesy 

• New change over on sept. 1 slowed the overall process time. I’m sure this will 

improve. 

• Please update the requirements for when the SRRV deposit is to be made (after 

the application, not before the application). Also set time limits on the financial 

institutions to refund the deposits. It should not take seven months for a deposit 

to be returned by DBP. 

• Hoping that the restamping process will be shorter in process 

• I hope the process of restamping will have a shorter timeline 

• Make the restamping process fast 

• Processing day is too long 

• Improve re-stamping new passports 

• Restamping is too long 

• Too long process in placing a sticker on the passport 

• Improve stamping procedure for new passports 

• faster processing or sticker transfer by bureau of immigration. Please, it was 

only same day 10 years ago 

• Application  

• Speed up the service.  It took me 9 months to complete it 

• More predictability on when the SRRV will be complete. 

• Continue improving. Add some staff to make transactions faster 

• Perhaps a faster release of results. 

• Just find ways to make every transaction faster which is a big help for us. cheers! 

• Just maintain and continue to make the process faster and that is it 

• Digitize the entire process. 3 months to transfer visa to a new passport seems 

impractically long  

• "Please make it easier for clients to refund their money. The discontinuance 

procedure for our client almost took a year. 

• To shorten the processing time of SRRV ID renewal 

• The time taken to process documents both upon entry to the SRRV and upon 

termination is excessive. 

• If some processes could be combined together to streamline. 

• The guy from the first step window processes so SLOWLY. Took him 5 mins 

alone just to highlight the fill up form cause he kept chatting with the other 
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employees who passes by. His step by steps were unclear which wasted so much 

time. to add, his highlights were incomplete!! very lazy, very not helpful at all. 

he kept using his phone too. 

• Email renewal of PRA card was much easier than traveling to the PRA office. 

 

B. Responses Pertaining to SRRV Renewal Period Duration 

• We need a 3-year period before each renewal one year retirement renewal is to 

short a period 

• We need a SSRV renewal every 3 or 5 years not every year. you can charge 

more for it. 

• Please issue back the 3-year expiration card or more. 

• Make the expiry year longer 

• Longer renewal period 

• Increase the validity of srrv card from one to three years 

• I am a bonafide SRRV for almost 25 years. I would like to request for renewal 

of the SRRV for 3 years rather then 1 year 

• Length the id validation please 

• Id for 3 yrs pls 

• Pls make the srrv id 3yrs 

• Id for 3 yrs pls 

• One year validity for ID is unacceptable. SRRV no longer has any advantage. I 

will just withdraw and follow annual BOI process 

• Please bring back the 2-year ID Renewal. Many Retirees reside long distance 

from the PRA office 

• More years for id 

• Ability to renew ID card for more than 1 year 

• Allow ID to be renewed for more then 1 year. 3 years would be great! also, issue 

digital id that can be used on a phone, so no need for plastic cards, and no need 

to visit PRA office to renew 

• Longer id renewal period. 5 years option 

• Why the ID renewal went back to 1 year only? It was 3 then 1 then 2 now back 

to 1 year 

• 3-year Expiration 

• Make renewal more than 1 year 

• I suggest the duration of SRRV to be renewed every three (3) years 

• We need a 3-year period before each renewal. One year retirement renewal is 

too short of a period 

• bring back priority line at airports. Make card renewal time up to 3 yrs. at 

discounted price 

• Not at this time, except two year extension not unreasonable 

• I hope the renewal can be extended to 2-3 years NOT yearly.  

• Renewal of SRRV cards would be better if more then one year. 3 years is good 

for like us who’s senior 

• Service l received was very good, efficient and fast. Just one suggestion, it 

would be better if the SRRV ID card was valid for 5, or even 10 years. 

• I would be thankful if the PRA could please reconsider the reduction of SRRV 

ID Card validity from previously 3 years to presently only 2 years, as this affects 

elderly people who cannot easily undertake the necessary steps for extension 
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such as endless waiting time at the Land Bank or the cumbersome taking of new 

pictures for every renewal. Why are new pictures needed considering that 

passport pictures are good for 10 years? Your clients are old folks with limited 

physical capabilities for whom all these errands are a problem. 

• It would be helpful if one could renew the SRRV every 2 years instead of every 

year. I liked being able to renew the SRRV through email. 

 

C. Responses Pertaining to SRRV ID Card 

• Address ID large text please 

• Please provide a better looking SRRV ID card 

• Possibly an electronic card would be better 

• Small address letter 

• Large text in the address 

• Pls large the text of my address 

• Address is not readable  

• Please enlarge the text on my address thank you! 

 

D. Responses Suggesting Online Process and Electronic Payment 

• Sana po ang mode of payment ay pwed narin sa online .no need to go bank . 

• Make online renewal easier and faster, be able to use digital wallet or payment  

like gcash, bdopay, etc.... 

• Add online Payment methods 

• Set up system for making online payment or bank transfer rather than having to 

go to Landbank to make deposit. Would be much easier, especially for senior 

citizens. 

• Change the payment method, possibly use Gcash. So difficult to park at 

Landbank Davao City. 

• 1. Introduce electronic payment methods 2. ask if renewal is to be for 1 or 2 

years 

• advise bank how to help with payment transfer.  one year, two years not long 

enough, go back to three. 

•  I find the service top-notch, but if PRA would accept bank-to-bank fund 

transfers to make payments (instead of making a trip to Land Bank), that would 

be really, really great. 

• I would find it useful if I could proceed with direct bank transfer for the renewal 

of the ID instead of having to physically spend time at the bank  

• Allow Gcash. Cebu staff was excellent in assisting me with my ID replacement 

• Allow the fees to be paid by bank transfer going to the bank with cash is a waste 

of resources and energy efficient 

• "Facilitate the use of internet banking to pay renewal. Clean the carpet" 

• Start taking gcash bank transfer 

• Improve how to pay fees (renewal) 

• Easier online payment for renewals locally from within the Philippines 

• Make services available online 

• make service request online 

• Online application/paperless transaction 
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E. Responses Pertaining to Fees and Charges 

• I just dont understand why Land Bank charges P100 transaction fee when I 

deposited the payment for PRA 

• I have no problem with your services I just feel the amount charged for ID Card 

is too high!! 

• less fee. longer validity period. 

• Lower the annual free and extend the years the ID is valid for.  

• Lower annual renewal fee 

• price 

• charge a more reasonable annual renewal fee. How about, charge on a declining 

amount by number of years an SRRV participant. This way, you avoid taking a 

significant amount of money annually for many years. 

• Don't charge so much money.  We paid a lot of money to get the SRRV, why 

can't you just let us be permanent residence and let us live our lives here.  When 

I got my ex-wife permanent residency in the USA there were never any more 

fees involved.  Once we completed the process it was done.  But the PRA keeps 

after us for more money every year          

• I think it's better if we can pay the fee at the office 

 

F. Responses on SRRV Benefits and Privileges Enhancement 

• Bring back priority line at airports. Make card renewal time up to 3 yrs. at 

discounted price 

• Priority lane for SRRV Visa on the airport as before 

• Bring back priority hardline at airports for immigration. make card renewal time 

up to 3 yrs at discounted price 

• I wish for permission to work without AEP 2. Wish for longer term renewal 3. 

Wish for senior discount card like filipinos 4. Wish that SRRV could lead to 

Naturalization 

• I hope SRRV members will be heard by PRA in regards with the most important 

things that a retired member deserves. We can afford all that is posted on your 

website like accommodations but the services that the country is offering like 

senior citizen. 

• Discount for pensioners 

 

G. Responses on Website Content, Improvement and/or Updating of Information  

• Easy to go to wrong location using google maps. multiple PRA, BDO, Valero 

options. just looked and saw map on your website good job!! 

• Provide real person's face in the website photo of your office  

• I availed of the online renewal process for the SRRV ID cards and found the 

online PRA website generally had clear instructions. However certain pages had 

outdated info. Land bank address has not been updated to the latest. Also the 

site still states that renewal of card is limited to maximum 1 year validity, 

although members are now allowed to renew up to 2 years. 

• Better info on PRA website would be greatly appreciated, more up to date 

• To initiate a SRRV internal website where all SRRV holders can communicate 

with each other and exchange recommendations or suggestions about living in 

the Philippines. 
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H. Responses Pertaining to Documentary Requirements / Biometrics Requirements 

• More clarity on fingerprint requirement would be good. The email I received 

led me to believe I needed to submit fingerprints (although I already have). 

• I found the photograph and fingerprinting excessive for an annual renewal and 

costly.  The NBI offices are generally not aware of the PRA requirement and do 

not want to be photographed performing the fingerprinting.  The local police 

station would not do the fingerprinting and sent me to the NBI.  I am happy to 

see the ID renewal for the SRRV extended to two years.  It would be nice if you 

could do the entire process online without the need for paper, copies, 

fingerprints, etc.  The email response from id-renewal@pra.gov.ph was very 

quick and helpful.  Thank you! 

• I did not know about new fingerprint requirement. for my friend's renewal, i 

have to come back. 

 

I. Responses Suggesting Opening Up Additional Satellite Offices 

• Have a local representative in Iloilo. I volunteer (unpaid)! 

• Please have a satellite office in Negros Island Region and Western Visayas 

• "Open a Palawan field office (if number of SRRV members is high enough 

here).  

• Please send me a copy of your 38th Awardee Certificate, given the night of the 

awards at the Conference Center - since I was unable to attend. I was one of the 

six chosen thank you. William" 

 

J. Responses Pertaining to Information Dissemination 

• Communication about charges for SRRV extension are confusing. Better 

explanation would help to avoid unnecessary delays. 

• Why is the process so manual? Why send letters by mail and not use the Internet. 

It would save two months of transaction time. As for example this survey is 

online, not the process.  

• Please send out email newsletters/updates instead of communicating via 

Facebook 

• Offer information about online renewal on the website. Also, pick a courier that 

delivers to my island (Guimaras), like LBC as you did in previous years. Now 

you use JRS and I have to travel to another island (Iloilo) to pick it up at their 

office. 

• I suggest that the data be also sent in Excel/Worksheet form instead of a printed-

scanned-PDF version, so that the requester will not have to type/transcribe 

everything. Thank you. 

 

K. Responses Pertaining to Customer Service Accessibility / Responsiveness 

• Please do provide update when promised because I never received an update 

call from office 

• Calling, text message e-mail contact to office hard. And no answer  

• Please answer phones and respond as promised 

• Please email if there is an upcoming activities like training etc 

• Quicker reply to emails would be helpful. 

• Communication and processing between offices was bad. Took 3 months longer 

than what was communicated to me. Documents were misplaced, I had to pay 

additional fees 
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L. Response Pertaining to the CSM Survey Form 

• Check box on this form for Online SRRV Renewal - to disable irrelevant 

questions. 

 

M. Response Pertaining to the Citizen’s Charter 

• Requesting updating of CC in the website and on display. 

 

N. Response Pertaining to Marketers 

• Eliminate Marketers 

 

O. Responses on Facility / Office Environment 

• As always, A receptive welcome and at service in the wonderful new office! 

• Great new office. Always wonderful people! 

• "Facilitate the use of internet banking to pay renewal. Clean the carpet" 

 

P. Responses on Service Delivery / Logistics and Courier Services 

• Courier service by jrs is not up to mark pls use lbc or other courier service 

• Offer information about online renewal on the website. Also, pick a courier that 

delivers to my island (Guimaras), like LBC as you did in previous years. Now 

you use JRS and I have to travel to another island (Iloilo) to pick it up at their 

office. 

 

Q. Responses Commending PRA in General 

• Very accommodating, immediate response & action on every concerns & 

inquiries. thank you! 

• Everything was handled well. thank you! 

• All goods  

• Keep up the good work 

• Good job 

• Good 

• Good 

• Good job 

• I'm very satisfied 

• It is outstanding  

• Good job 

• Good 

• Good 

• Good service 

• Good job 

• Good job 

• Everything is good 

• Good work 

• Very good service 

• Good 

• Good work 

• Good work 

• Good service  
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• Keep up the good work! 

• Good job! 

• Good work! 

• Keep up the good work! 

• Just continue your good service 

• Good service 

• Good job! 

• Keep it up the good work! 

• Good Service 

• Very good service 

• Good service 

• Very good service 

• Good job 

• Good job 

• Good job 

• Good job 

• Good job, excellent service 

• Good job 

• Good job 

• Good job 

• Good job 

• Good job 

• Good job 

• Good job 

• Good job 

• No comment, all good for now. 

• Excellent job, good service 

• Good / excellent sevice 

• Good job! 

• Good job 

• Good job! 

• Good job! 

• Good job@! 

• Good job! 

• Good job 

• Good job! 

• No improve need neccessary 

• It's great and fast. Everything is perfect 

• Excellent service! Very helpful! 

• Services was excellent  

• No improvement neccessary 

• Excellent and Very Helpful 

• Good job! 

• The process is fine  

• apply again soon 

• All good 

• All was good 
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• Good Job! 

• Good Job 

• Good Job 

• Good job 

• Good job 

• This is by far the best government office i've dealt with including private 

• Good Job 

• Good Job 

• Good job! 

• Good job 

• Good Job 

• Good Job 

• Good Job 

• Good Job 

• Good staff 

• Continue your good service to us 

• Good Service. 

• Very Good 

• Good service 

• It's very good, awesome 

• All good 

• Very good 

• Satisfied w/ good service 

• Good people, Nice, Friendly. 

• Very good !!! 

• Just continue your good service 

• Just continue your good service 

• Good. 

• Thank you! 

• Nice Service 

• Great service and very fast 

• good job 

• Good Service  

• Good Service 

• Good service 

• Everything is good 

• About our service, Good 

• Just continue your good service to us. 

• Good office 

• Very good Service 

• GOOD 

• Just continue good service to us 

• Continue your good service 

• Continue your good service to us 

• Good service 

• Service is very good 

• I am very well pleased with the service I am getting. Very good employees. 
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• Good, no comment. 

• No need, good service  

• Good service always 

• Good Service 

• Good Service 

• Good Service 

• Good customer service! 

• Good Quality Service. Thanks Guys! 

• Very good service, now available entirely online. No suggestions for 

improvement! 

• Good service 

• Good customer service 

• Good service 

• Very good service 

• keep up the good work 

• Good service 

• Keep up the good work 

• Good job. Thank you very much. 

• I am very satisfied with the services provided by the pra office 

• This is my first renewal and it was very smooth and easy, i contacted id services 

by email and they preapared for my appoinment. I have no complaints, all the 

services are excellent 

• Thank you for the impeccable service provided updating my PRA card. 

• 2 Years ago when I renewed my ID the staff help was satisfactory at best. This 

time it was GREAT. Could not have been better. 

• You did great and I received my renewal ID faster than expected. Thank you 

very much! 

• Nice service. Happy Holidays! 

• Great service 

• Great 

• Just continue you are doing 

• Happy to be a member 

• Great service 

• Just need more practice renewing myself, no complaints  

• no suggestions because you are doing well 

• keep it up 

• To continue very exellent service to us 

• Service has been excellent from the beginning to the end of the application. 

• Very satisfied 

• Great service. 

• The service is friendly and the procedures was quick and clear. 

• keep it up 

• No more suggestions 

• No more suggestions to add 

• I am very grateful for PRA's service! 

• I am very grateful for PRA's service! 
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• Best service one could ask for. Staffs are very friendly & helpful, will 

recommend to all my friends. Was delighted & happy to be recommend & 

represent the PRA float, looking forward to next year. So fun 

• I managed the renewal of my SRRV ID through email, and courier, without 

agent. The SRRV team was very helpful. I am very satisfied that I did not have 

to spend several days to travel to a satellite office or to Manila. The more online 

/ through email, the better! 

• Satisied 

• Great service 

• Excellent service 

• Great job 

• Most helpful & informative 

• Excellent service 

• Excelent job 

• Excellent job 

• Great service 

• Continue your excellent service 

• Excellent service 

• Excellent service 

• Excellent service 

• None at the moment 

• Excellent great service pra the best 

• PRA the best 

• Great job  

• Excellent service 

• Continue your excellent service 

• Thanks and more power 

• Thank you. More power 

• Excellent  service 

• Excellent 

• Excellent 

• Have not seen any need for improvement 

• Job well done 

• Very fast, thank you 

• Excellent! Well done! Thankyou so much! 

• Awesome service 

• It was very kind and fast process without an problem, thank you very much. 

• It was easy and i learned how to re-stamp my passport. Great service, no 

suggestion for improvement  

• Have been coming here for 20 years, every year it gets better. This year i got 

my visa renewed in around 30 minutes, everyone is very polite, how do you do 

that? Youre one of the most efficient services  

• Easy access all information about Philippines retirement, thats help to my thesis 

• Always answers any queries 

• I satisfied with the entire process. 

• Everything looks fine to me. Great service! 

• Fantastic! 
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• Went very well both pra & marketer's above. Went above and beyond to help 

this be smooth & quick awesome 

• Appreciate the kind service extended. 

• This was the most professional service i have ever experienced. 

• Excellent Service and Support! 

• Be consistent to your service 

• Just maintain your being hospitable 

• Great customer service thank you!!! 

• No suggestions - you guys are amazing.  I feel grateful and humbled. 

• Thank you 

• None I am very satisfied with the service 

• Consistent outstanding service and personalized to suit. 

• Very helpful 

• Thanks and more power 

• Thank you and more power! 

• Overall great. 

• Very helpful 

• Thank you! 

• I would like to thank everyone who helped process my bank deposit. 

• Excellent service. I am glad PRA has an office in Baguio. 

• Thank you for the excellent service. 

• Fast, efficient, and friendly. Never a problem. Well done. 

• Thank you so much. 

• Doing great! 

• Perfect staff and service 

• Great job! Keep it up! 

• Stop finger prints every renewal 

• Thank you 

• Excellent service 

• Fast transaction 

• Nice service thank you 

• None perfect service everytime 

• Excellent! :) 

• The Best! 

• "Fast and efficient service. 

• Thank you and more power!" 

• All transactions are easy to access specially in requesting FOI 

• Very fast and very professional staff. Thank you, Ms. Kim! 

• Very satisfied, no suggestions now. Thank you. 

• I wish to commend the staff for a very fast and overall excellent processing of 

my passport restamping 

• Great service! Expedited service for me. Very happy! 

• "Last year, I complained that contrary to the long period before we were talking 

to robots (nickname only, no name0 but this year at least they have a full name 

(therefore more responsible. Pra real retirees may be old (i am 76) and old 

people do not like to deal with like robots and we are glad to have people with 

real full name (and responsible), this is my advice since real PRA retirees are 

old already and we are already dealing with robots at customer 
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• services of banks and other services companies.... this year the problem is 

corrected and good!! Congratulations!" 

• I am happy with the service, the card arrive earlier than expected 

• The process is fast 

 

R. Responses Commending PRA Personnel 

• You are good. Your online renewal staff is very accommodating in responding 

queries. 

• Very good and generous personnel. 

• Good job, helpful staff 

• Mr. Jayzen helps me very good 

• Excellent Service, Hospitable Staff 

• Honestly, your service (everything was done online) was perfect.  And a big 

thank you to Saige who was so professional in his interactions with me. 

• Excellent and Exceptional service by entire staff. 

• "So helpfulland knowleable makes us feel welcome to apply." 

• I want to commend the good service of bel from the servicing. She is a very 

efficient and very sensible to talk too, she is excellent in what she is doing on 

her job. 

• Ms. Bel is very good employee. she knows everything in regards with the 

processes with PRA 

• I highly recommend the dedication of Ms. Bel to her work in assisting retirees 

in regards with dealing with government agencies 

• Bel Trajano is very nice and efficient in her work 

• Ms. Bel is very helpful. making the lives of retirees easy in regards with doing 

transactions with other government agencies 

• Ms. Bel is very nice person and helpfull 

• Ms. Bel from the servicing division is very helpfull 

• keep employees like ms. bel from the service because she is the only one with 

sense 

• Ms. Bel is very nice and helpfull 

• Ms. Bel is very helpfull 

• As usual Great service at PRA Baguio 

• I was so impressed and pleased with the Baguio SRRV office & Sir Eric's ability 

to process my SRRV in a timely & orderly manner.   

• The experience @ PRA Baguio specially Eric has been such A memorable one. 

He has gone above and beyond his duty as Head of CAR-PRA. Thank you so 

much.  

• My wife and I are very pleased with the PRA and the SRRV as well. This was 

the smartest move we made. I have nothing but positive things to say about the 

Baguio office. 

• Mr. Eric Pati is always very attentive. He's really like a best friend to me 

• Mr. Eric Pati is always very attentive. It's really like a best friend to me. 

• Wonderful experience here at the Baguio office. A million thanks to the staff at 

the SRRV office in Baguio Thanks, thanks, thanks. 

• Sir eric and his crew have been very helpful and accommodating as always. 

Love the new office! 
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• This service was what I needed to help me get my retirement visa and it was 

thorough and Eric was very helpful to me. 

• Always nice to see Eric's smiling face 

• This SRRV office is the very best under sir Eric. They make you feel so 

welcome and friendly. All renewal of the SRRV card will be done in Baguio 

here with Eric. Thank you 

• Eric has been knowledgeable, efficient, and always available,  Thank You  Eric 

• I am very grateful to retire in the Philippines thanks especially to Sir Eric Pati, 

who always exemplifies competence, dedication and caring towards expats 

under his care  

• Eric & his team are extremely professional, they handled all questions promptly 

& assisted thoughout the entire process 

• Eric has patiently and professionally guided us through the SRRV application 

process. Thank you so much! 

• I cannot find any fault at all. The service provided by all staff and Eric is 

outstanding and extremely professional. 

• PRA@Baguio City is nice and have good services person was good in 

communication 

• "Eric is the best - Good service." 

• I would like to say that Eric has been very good at helping me and others I know 

process SRRV for us and them. He is excellent and I will always refer him! 

Thanks eric! 

• Very Good service from Sir Eric and his assistant Raynelson. 

• Very good services. Thanks PRA Baguio 

• Overall A very pleasant experience professional service from all the staff at 

Baguio PRA office. Good choice to my application here. Many Thanks  

• Good Service. Thank you, Eric 

• Working with sir eric has been a great op. I have already refer others to his 

office. There is one and only one for this business. May he always be in our 

lives.  

• Thank you Eric as always for your guidance, professionalism, and joy in your 

job. I am never disappointed and I appreciate all you do for me as a client. 

• "My wife and I bing law and david have received excellent support from the 

retirement agency, in particular Mr. Eric De Ausen Pati, who have served us 

very well. 

• Many thanks." 

• Fantastic staff! Thank you! 

• Rad was professional, helpful and looked after me through the entire process. 

• This team is very helpful 

• Staff at were very courteous and professional. They clearly explained 

everything about the process. 

• Staff are super nice 

• There are so many beautiful staffs. I was very happy! 

• I’m happy with the staff here and would recommend this location 

• the Guard and all the PRA Staff were very nice 

• The guard and all the people I worked with were very nice 

• All of the staff are very helpful and friendly  

• Staff was very courteous, understanding, best represents the philippines. 



 

53 
 

• Staff are nice!!! 

• friendly  

• I like to commend your staff. they re very nice 

• Everyone was extremely polite and helpful. 

• Staff was very courteous & understanding & best presenter the philippines. 

• Perfect, professional, friendly 

• Service was simple cuz stuff was friendly 

• Perfect and trustful service and very honest people. 

• Always find the staff very Friendly and Helpful 

• Ms. Kim is very approachable and professional. She is the best for her work. 

• Clark team is very helpfull 

• I do not have any suggestions at this time because I feel that office operations 

for the PRA at Clark/Balibago is extremely efficient. So, I wouldn't change a 

thing.  

• PRA Clark very friendly  

• I wish to commend Ms. Fatalla for a very fast and overall excellent processing 

of my passport restamping 

• Most friedly, helpful and cheerful PRA staff: Glenez Buna ... signed ng chun 

tih  

• While gleniss is speaking SRRV staff marketer must remain quiet of conduct 

business outside of the community space. Thankyou! 

• PRA Cebu office has always been professional and helpful. thank you elma! 

• No suggestion (comment) The Cebu staff is very responsive and 

accommodating.   

• Extremely accommodations and knowledgeable frontdesk inquiry personed 

Aasiyah. two thumbs up ! thank you. 

• Satellite Offices  

• Nothing! This satellite is very helpful!  

• Thanks for Tina Ariate's great help! 

• We're just glad it was Ms. Tina Ariate who coordinated with us regarding the 

discontinuance. She has been patient and was almost caught in between since 

the client was growing frustrated with the situation." 




