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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

STRATEGY MAP ‘ Vision: Philippines as a globally competitive and leading retirement destination in Southeast Asia by 2030
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One of the Strategic Objectives in the PRA Strategy Map is to have Stakeholders with
Excellent PRA Experience, 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.

Starting FY 2023, PRA’s Client Satisfaction Measurement (CSM) is implemented based
on the provisions of the Anti-Red Tape Authority (ARTA) Memorandum Circular (MC)
2022-05, Series of 2022*, the GCG-ARTA Joint MC No. 1, Series of 20232, and the ARTA
MC 2023-05, Series of 20233,

The PRA accordingly implemented the CSM for FY 2024 in-house for both internal and
external services with the following summary of results:

Table 1. Summary Results Score
Citizen’s Charter (CC) Awareness:

(Total Percentage of CC1 items 1 to 3): 92.21%
CC Visibility:

(Percentage of CC2 item 1) 83.93%
CC helpfulness:

(Percentage of CC3 item 1) 81.01%
Response Rate:

(Total Responses/ Total Transactions in 2024)x 100% 10.34%

Overall Score
(Refers to the Overall Rating in Service Quality Dimensions SQD Nos.
1t08) 96.49%

SCOPE

The FY 2024 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,” with ARTA’s
consent, was removed from the respondents’ demographic profile since most of them were
foreign retirees from different countries who were not familiar with the regions of the
Philippines. Specific questions for PRA’s Freedom of Information (FOI) compliance were
also incorporated in the questionnaire for its distinct intended purpose.

! 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



This CSM Report, however, covered only the results of the responses gathered or the rating
and feedback given by those who responded to the survey. Similarly, it does not reflect the

results of the survey for the additional FOI questions.

A. Period Covered

The CSM survey covered both the internal and external transactions completed from
January to December 2024, utilizing three types of survey methods*: Pen and Paper
Survey, Google Form Survey Link email blasting, and QR Code Scanning.

. 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 Office® 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 that all clients of
PRA are technically HO’s. PRA’s clients have the option to submit an application or
request to any PRA Office, whichever would be more convenient to 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.

. List of Services Surveyed

The Survey was conducted to measure the satisfaction of PRA’s clients with its fifteen
(15) services offered, particularly twelve (12) external and three (3) internal services.
The total number of responses gathered (3,377) out of the total number of transactions
(32,673) showed only a response rate of 10.34%.

Table 2: List of Services with Actual Number of Transactions, Respondents, and the
Corresponding Response Rate per Service

Service 2024 Actual 2024 Actual Response
No Service Name Number of Number of Rate
' Transactions | Respondents
1 Processing of SRRV Applications 5,684 853 15.01%
Processing of Discontinuance of SRRV
2 Application 89 43 48.31%
3 PRA 1D Renewal 20,011 673 3.36%
4 Re-stamping of SRRV 3,076 364 11.83%

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




Table 2: List of Services with Actual Number of Transactions, Respondents, and the
Corresponding Response Rate per Service

Service 2024 Actual 2024 Actual Response
Service Name Number of Number of Rate
No. .
Transactions | Respondents
5 Bank Transfer 94 40 42.55%
Conversion of Visa Deposit into an Active
6 Investment 84 23 27.38%
Termination of Participation from the
7 Retirement Program 887 214 24.13%
Marketer/ Retirement Facility/ Merchant
8 Partner Accreditation ® 169 124 73.37%
9 Accreditation of Banks for Visa Deposits N/A N/A N/A
10 Payment of Marketer's Fee 527 366 69.45%
PRA Freedom of Information (FOI)
11 Request Process 13 13 100.00%
Stakeholders' Feedback Management
12 (Complaints and Inquiries) 904 286 31.64%
13 Application for Leave 1066 312 29.27%
14 Application for Monetization 50 47 94.00%
Processing of Request for Service Record,
Certificate of Employment, and Clearance
15 Form 19 19 100.00%
TOTAL 32,673 3,377 10.34%

Although there were sixteen (16) external services listed in PRA’s Citizen’s Charter
(CC) 2024 (1% Edition), only twelve (12) external services were subjected to a survey
due to the following:

1. For Service Number 8:

To ensure the brevity of the long selection of services on the CSM
Questionnaire, PRA merged all 3 accreditation services of PRA into 1 category.
However, although they were merged, PRA ensured that each category's
response rate was strictly monitored. To reflect the sameness with the service
categories in the CSM tool, PRA presented the merged categories in this report
and provided a breakdown under footnote no. 6.

6 Breakdown of Responses for Accreditation Services:

Service Service Name No. qf Min. No. of Actual No. of | MOE at Response
No. Transactions Respondents Respondents 95%* Rate
Accreditation of Marketer Process 109 69 7.00% 63.30%
Accreditation of Retirement Facilities 13 118 13 0.00% 100.00%
8 Process
Accreditation of Merchant Partners Process 47 44 5.00% 89.36%
TOTAL 169 118 124 5.00% 73.37%

*https://www.surveymonkey.com/mp/margin-of-error-calculator/




2. Some services are connected or a continuation of the other, and have the same
clients, but due to the technical nature of the process to which they are
connected, PRA created a separate CC for each of them. To avoid client
confusion for these connected services, PRA administered just one (1) survey
for every client, since they are one and the same client.

The following table further illustrates these affected services:

Table 3: List of External Services with CC and were subjected to CSM

External Services with CC

External Services Conducted
with CSM

Withdrawal of Visa Deposit

Processing of Discontinuance of
SRRV Application

Termination of Participation from
the Retirement Program

Bank Transfer

The “Withdrawal of the Visa Deposit” is
a continuation of each of the three (3)
services in the second column.

These three (3) services have distinct
requirements and processes. They
involve the submission of requests by
clients as a starting point, and end once
these clients receive their withdrawal
clearance/withdrawal forms.

PRA opted to have a single CC for the
Withdrawal of Visa Deposit regardless of
the type of service to which it is
connected.

PRA decided not to survey anymore the
clients under the “withdrawal of visa
deposit” since they are the same client.

Request for Bank Managers
Check due to Conversion of
Visa Deposit into Active
Investment

Withdrawal of Visa Deposit

Conversion of Visa Deposit into an
Active Investment

The Withdrawal of Visa Deposit and
Request for Bank Managers Check due
to the Conversion of Visa Deposit into
Active Investment processes were part of
the Conversion of a Visa Deposit into an
Active Investment process. Clients will
submit their request for conversion, and
the process will end once clients receive
their Manager’s Check (DBP) or
Withdrawal Clearance (Private Banks).

Although each of the services in column
1 has their own CC, PRA only surveyed
the client under one (1) service which is
“Conversion of Visa Deposit in Active
Investment. This is to avoid confusion
of clients, since they are one and the
same client.




METHODOLOGY

A. Sampling

The PRA used the Sample Size Calculator provided in ARTA MC 2022-05, Series
of 20227, 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 was
able to determine the required sample size/minimum number of respondents per
service. Shown in the Table below is PRA’s computed sample size:

Table 4. Computation of the Required Minimum Sample Size per ARTA Sample Size Calculator

Sample Size or

. 2024 Actual . Margin of .
Sel\rlwce Service Name Number of Confidence Error the Minimum
0. . Interval Number of

Transactions (MOE) Respondents
Processing of SRRV
1 Application 5,684 95.00% 5.00% 360
Processing of
Discontinuance of SRRV
2 Application 89 95.00% 5.00% 72
3 PRA ID Renewal 20,011 95.00% 5.00% 377
4 Re-stamping of SRRV 3,076 95.00% 5.00% 342
5 Bank Transfer 94 95.00% 5.00% 76
Conversion of Visa Deposit
6 into an Active Investment 84 95.00% 5.00% 69
Termination of Participation
from the Retirement
7 Program 887 95.00% 5.00% 268
Marketer/ Retirement
Facility/ Merchant Partner
8 Accreditation 169 95.00% 5.00% 118
Accreditation of Banks for
9 Visa Deposits N/A 95.00% 5.00% N/A
10 Payment of Marketer's Fee 527 95.00% 5.00% 222
PRA Freedom of
Information (FOI) Request
11 Process 13 95.00% 5.00% 13
Stakeholders' Feedback
Management (Complaints
12 and Inquiries) 904 95.00% 5.00% 270
13 Application for Leave 1,066 95.00% 5.00% 283

7 Guidelines on the Implementation of the Harmonized Client Satisfaction Measurement




Table 4. Computation of the Required Minimum Sample Size per ARTA Sample Size Calculator

Sample Size or

Service . 2024 Actual Confidence Margin of the Minimum
No Service Name Number of Interval Error Number of
' Transactions (MOE)

Respondents

Application for
14 Monetization 50 95.00% 5.00% 44

Processing of Request for
Service Record, Certificate
of Employment, and

15 Clearance Form 19 95.00% 5.00% 18

TOTAL 32,673 2,532

B. Feedback and Collection Mechanism

PRA utilized the following data collection methods:

Table 5. Data Collection Method

Survey Gathering Start of Client Type Remarks
Method Used Conduct of Survey
Pen and Paper Physical or Walk-in All clients with completed
Survey Clients transactions from January to
QR Code Scanning January 2024 December 2024 were provided
Email Blasting of: Clients transacting with the survey tools in PRA
e Google Survey online, i.e., viaemail | Head and Satellite Offices.
Link and the electronic FOI
e QR Code portal.

Email re-blasting of: January 2025 Physical or Walk-in PRA opted to extend its data
and clients transacting | gathering for FY 2024 CSM

e Google Survey online until March 21, 2025, to
Link increase the response rate for
e QR Code some services that were still

below the minimum.

C. Scoring System and Interpretation of Numerical Results

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

Table 6. 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 7. 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

RESULTS

A.

Services with No Clients in FY 2024

The following had no transaction in FY 2024, hence, “N/A” was indicated in the
corresponding slot:

Table 8. Services with Zero Transactions

Client Service No. Service Name

Client Service No. 9 Accreditation of Banks for Visa Deposits

Total Number of Transacting Clients per Service and the Corresponding
Response Rate

The total number of FY 2024 transacting clients per service with the corresponding
response rate is reflected in Table 2. Among the 15 services, four (4) fell short of the
minimum no. of responses per ARTA Sample Size Calculator, with rates as follows:

1. Processing of Discontinuance of SRRV Application (48.31%)

2. Bank Transfer (42.55%)

3. Conversion of Visa Deposit into an Active Investment (27.38%); and
4. Termination of Participation from the Retirement Program (24.13%)

PRA computed the actual margin of error (MOE) of the four (4) 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 level®, to wit:

8 https://www.zoho.com/survey/margin-of-error.html
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Table 9. Services with Low Response Rates and their Corresponding MOE based on actual no
of Responses Gathered
MOE
_ o 2024 based on
2024 Actual Margin | Minimum Actual the actual
Servi Number of | Confidence of number no. of
ervice Name Number of
Transac- Interval Error | of respon- Respon- Responses
tions (MOE) dents d at 95%
ents X
Confidence
Level®
Processing of
Discontinuance
of SRRV
Application 89 95.00% 5.00% 72 43 11.00%
Bank Transfer 94 95.00% 5.00% 76 40 12.00%
Conversion of
Visa Deposit
into an Active
Investment 84 95.00% 5% 69 23 18.00%
Termination of
Participation
from the
Retirement
Program 887 95.00% 5% 268 214 6.00%

With an MOE of 6.00%, the service “Termination of Participation from the Retirement
Program” was still within the acceptable range of MOE despite the deficit of around 54
responses. This reduced the number of services with high MOEs to only three (3).

Actions Taken by PRA to Increase the Response Rate

The following initiatives were implemented in FY 2024 to ensure that response rates
are closely monitored.

1. Monthly Status Report

Starting February 2024, the PRA Corporate Planning Division initiated the
preparation of a Monthly Status Report to apprise the Management, the
Committee on ARTA (CART), and all Divisions/offices of the results of their
data-gathering efforts for the month ended, which includes the response rate per
service. In 2024, 11 CSM Status Reports were distributed.

2. 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. Two (2)
flag ceremony announcements were made to highlight the CSM results
including the data-gathering extension.

9 Using Survey Monkey Margin of Error Calculator, https://www.surveymonkey.com/mp/margin-of-error-calculator/
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3. 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. Five (5)
reminder messages were sent including the data-gathering extension.

4. Committee on Anti-Red Tape (CART) and Executive Committee (ExeCom)
Meeting Agenda

Any concern related to the implementation of CSM had been elevated to the
PRA CART and ExeCom to come up with an informed decision. In 2024, the
CSM has been made a matter for discussion in two (2) CART meetings and one
(1) ExeCom meeting.

5. Conduct of Feedback Monitoring Orientation

This activity, spearheaded by the PRA’s Interim Feedback Management Unit
(IFMU), aims to provide an orientation relative to feedback monitoring. As part
of the agenda, the Corporate Planning has discussed matters relative to the
CSM, i.e., the background, guidelines, frequently asked questions, and the CSM
status as of February 2024. Through this activity, the concerned focal persons
of each transaction/service offered by PRA could understand why PRA adheres
to and implements the CSM and the importance of conducting the same every
after completed transaction.

6. Extension of Data Gathering

After the year 2024 had ended, PRA extended the gathering of responses until
March 21, 2025, for services that did not reach the initial'® 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 EY 2024, only until
March 21, 2025; (2) Ensure real-time encoding of the client’s FY 2024
accomplished Pen-and-Paper Survey form; and (3) explore other means to reach
clients with completed transactions in FY 2024 and conduct the survey.

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

An actual number of 3,377 total responses were received from a total of 32,673 clients
with completed transactions in FY 2024, which gave PRA a CSM response rate of
10.34%. Generally, this total number of responses is 33.37% higher than the total
minimum number of respondents in 2024, which is 2,532 based on the ARTA Sample
Size Calculator. Moreover, this actual number of responses yields only a +2 MOE at a

10 Baseline used to compute the initial minimum number of respondents was the FY 2023 total number of completed
transactions using ARTA’s sample size calculator The same was finalized upon availability of the total number of completed
transaction in FY 2024 as reflected in Table 2.
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95.00% confidence level, which is acceptable enough to represent the whole population
of clients who transacted with PRA in 2024.

If the results will be interpreted on a per-service basis, there were still three (3) specific
services with high MOEs and low response rates despite the implementation of the
above-enumerated efforts. Although PRA still tried to reach these clients, the low yields
for these three (3) services were expected, especially with the nature of the transactions.

The following are the reasons for the expected low yields:

1. The client’s lack of interest in answering the survey

PRA’s clients, especially members, usually transact with PRA only once a
year or after 2-3 years. They could be pre-occupied or somewhere else
(within the Philippines or abroad) during the email blasting and re-blasting
of the survey. They might not have been able to open their emails, or if they
did, they might not be interested anymore since the transaction had already
been completed.

Majority of PRA’s clients were elderly who were less likely to use the
internet. It might be challenging for them to answer the survey sent via email
as they may be inexperienced or unfamiliar with technology.

PRA’s clients were foreign nationals; hence, language barriers might have
affected their interest in answering the survey.

Clients always rush to leave the PRA office after completing the transaction
due to their (1) scheduled flights and/or (2) prior commitments/requisites
for their flight; hence, they still declined to participate.

It can also be assumed that clients are only willing to answer the survey if
(1) they have something to complain about or if (2) there is something they
want to commend during their transaction. Not all clients share the same
interest in answering the survey.

Aside from the limitation mentioned above, it might be essential to note that
answering the CSM was not mandatory. Despite PRA’s efforts to encourage
clients to answer the survey, they still had the option to decline.

2. On the specific services with high MOE and response rate deficits, the following
reasons could be assumed:

Processing of Discontinuance of SRRV Application, Conversion of Visa
Deposit into an Active Investment, and Bank Transfer

Clients who discontinued the application may find it irrelevant to answer
the survey since they are no longer interested in the Program. The same
reason could apply to services of the exact nature, such as Termination of
Participation from the PRA program and some Bank Transfer Transactions.

13



Clients under these services are foreign nationals who could already be
outside the country during the email blasting and re-blasting.

In addition, clients with visa deposits in PRA’s Accredited Banks who filed
for discontinuance, termination of membership, conversion of visa deposit
into active investment, or bank transfer usually decline the CSM survey
even if the Withdrawal Clearance had been issued to them by PRA. The
clients’ willingness to provide CSM feedback lies upon the outside parties’
perfection of the transaction which is beyond the control of PRA. Usually,
for services of this nature, clients scan the QR code upon release of the
Withdrawal Clearance and promise to answer it once the following are
received/perfected:

Table 10. Services that involves end steps perfected by parties outside
PRA

Discontinuance of SRRV | Once the Visa deposit is already
Application and Termination of | credited to their personal account
Participation from the PRA program

Conversion of Visa Deposit into an | Client’s Receipt of Manager’s
Active Investment Check on processed investment

Bank Transfer Receipt of Bank Certificate from
the new depository bank

Given that 1) the total response gathered exceeded the total minimum sample size, 2)
the MOE of +2 at 95.00% Confidence level is acceptable, and 3) the reasons for low
yields (low response rates and high MOE) for 3 out of 15 services were expected, PRA
still found the data gathered sufficient enough to generate a valid representation of the
population, and the results were established to be sound and objective.

. Demographic

In general, even though the survey was conducted in real-time or was provided to clients
right after the completion of the transaction via email or pen-and-paper form, clients
still opted to decline to answer the survey. Based on the data gathered, 5.96% of clients
were recorded to participate in the survey but eventually decided to decline our request.
This result does not include yet those who verbally refused to answer the survey.

Table 11. Willingness to Participate in the Survey

Particular Responses Percentage
Yes 3,377 94.04%
No 214 5.96%
Total 3,591

Of the total respondents who answered the survey, almost three-fourths (72.09%) of
external clients belong to 50-65 or higher age groups, more than one-half (51.85%) of
internal clients belong to the 20-49 age group.

14



Table 12. Distribution of Respondents per Age Bracket

Age External | Percentage | Internal | Percentage | Overall
1. 19 or lower 13 0.43% 0 0.00% 0.22%
2.20-34 285 9.50% 81 21.43% 15.47%
3. 35-49 437 14.57% 115 30.42% 22.50%
4. 50-64 1,532 51.08% 76 20.11% 35.59%
5. 65 or higher 630 21.01% 1 0.26% 10.64%
6. Did not specify 102 3.40% 105 27.78% 15.59%

As with sex, almost two-thirds of external clients are males, while almost one-third are
females. Under internal clients, almost one-fourth are males, while almost two-thirds
are females.

Table 13. Distribution of Respondents per Sex

Sex External | Percentage | Internal | Percentage | Overall
1. Male 1,956 65.22% 87 23.02% 44.12%
2. Female 963 32.11% 241 63.76% 47.93%
3. Did not specify 80 2.67% 50 13.23% 7.95%

Of the total respondents who answered the survey, 11.68% were classified as “Not
Disclosed.” Either the provided answers did not fall into any known “Nationality” class,
or respondents had opted out of filling out the required information. Overall, the rest of
the top-ranked nationalities for external services are Filipinos (56.39%), American
(7.97%), Chinese-PROC (7.27%), Korean (3.13%), and Indian (2.38%).

The number of respondents was a mix of different nationalities who either completed
their transactions relative to the SRRV program or requested information from PRA, as
follows:

Table 14. Distribution of Respondents per Nationality

Nationality External Percentage Internal | Percentage Overall
Albanian 1 0.03% 0 0.00% 0.02%
American 478 15.94% 0 0.00% 7.97%
Australian 52 1.73% 0 0.00% 0.87%
Austrian 10 0.33% 0 0.00% 0.17%
Bangladeshi 2 0.07% 0 0.00% 0.03%
Belgian 7 0.23% 0 0.00% 0.12%
Bolivian 1 0.03% 0 0.00% 0.02%
Botswanan 1 0.03% 0 0.00% 0.02%
British 102 3.40% 0 0.00% 1.70%
Bulgarian 1 0.03% 0 0.00% 0.02%
Burmese 1 0.03% 0 0.00% 0.02%
Cambodian 1 0.03% 0 0.00% 0.02%
Canadian 24 0.80% 0 0.00% 0.40%
Chinese (HK-SAR) 12 0.40% 0 0.00% 0.20%
Chinese (PROC) 436 14.54% 0 0.00% 7.27%
Czech 7 0.23% 0 0.00% 0.12%
Danish 7 0.23% 0 0.00% 0.12%
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Table 14. Distribution of Respondents per Nationality

Nationality External Percentage Internal | Percentage Overall
Dominican 2 0.07% 0 0.00% 0.03%
Dutch 24 0.80% 0 0.00% 0.40%
Egyptian 1 0.03% 0 0.00% 0.02%
Filipino 653 21.77% 344 91.01% 56.39%
Finnish 7 0.23% 0 0.00% 0.12%
French 22 0.73% 0 0.00% 0.37%
German 60 2.00% 0 0.00% 1.00%
Greek 1 0.03% 0 0.00% 0.02%
Indian 143 4.77% 0 0.00% 2.38%
Iranian 2 0.07% 0 0.00% 0.03%
Iraqi 1 0.03% 0 0.00% 0.02%
Irish 4 0.13% 0 0.00% 0.07%
Israeli 4 0.13% 0 0.00% 0.07%
Italian 20 0.67% 0 0.00% 0.33%
Japanese 104 3.47% 0 0.00% 1.73%
Jordanian 6 0.20% 0 0.00% 0.10%
Korean 188 6.27% 0 0.00% 3.13%
Lebanese 3 0.10% 0 0.00% 0.05%
Libyan 4 0.13% 0 0.00% 0.07%
Malay 1 0.03% 0 0.00% 0.02%
Malaysian 5 0.17% 0 0.00% 0.08%
Mauritius 1 0.03% 0 0.00% 0.02%
Mexican 2 0.07% 0 0.00% 0.03%
Moroccan 2 0.07% 0 0.00% 0.03%
Nepalese 1 0.03% 0 0.00% 0.02%
New Zealander 14 0.47% 0 0.00% 0.23%
Nigerian 4 0.13% 0 0.00% 0.07%
Norwegian 4 0.13% 0 0.00% 0.07%
Pakistani 8 0.27% 0 0.00% 0.13%
Peruana 1 0.03% 0 0.00% 0.02%
Polish 3 0.10% 0 0.00% 0.05%
Romanian 1 0.03% 0 0.00% 0.02%
Russian 6 0.20% 0 0.00% 0.10%
Singaporean 21 0.70% 0 0.00% 0.35%
Slovenian 2 0.07% 0 0.00% 0.03%
South African 6 0.20% 0 0.00% 0.10%
Sri Lankan 2 0.07% 0 0.00% 0.03%
St Kitts and Nevis 1 0.03% 0 0.00% 0.02%
St. Lucian 1 0.03% 0 0.00% 0.02%
Swedish 9 0.30% 0 0.00% 0.15%
Swiss 27 0.90% 0 0.00% 0.45%
Syrian 1 0.03% 0 0.00% 0.02%
Taiwan 45 1.50% 0 0.00% 0.75%
Tunisia 2 0.07% 0 0.00% 0.03%
Turkish 2 0.07% 0 0.00% 0.03%
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Table 14. Distribution of Respondents per Nationality

Nationality External Percentage Internal | Percentage Overall
Vietnamese 4 0.13% 0 0.00% 0.07%
Did not specify 431 14.37% 34 8.99% 11.68%
Total 2,999 100.00% 378 100.0% 100.0%

For a composite of PRA’s Client Type, almost three-fourths of the external respondents
are “SRRV Holders” (39.45%) and “SRRV Applicants” (31.71%). These are followed
by “Accredited Partners” (19.87%) and “Representative of SRRV Members” (7.30%).
While almost 100.00% of internal respondents are PRA employees, to wit:

Table 15. Distribution of Respondents per Client Type

Client Type \ Total \ Percentage
External Client

SRRV Holder 1,183 39.45%
SRRV Applicant 951 31.71%
Accreditation Applicant 25 0.83%
Representative of SRRV Member 219 7.30%
FOI Client 13 0.43%
Accredited Partner (Marketer, RFs, and MPs) 596 19.87%
Others 12 0.40%
Total 2,999 100.00%
Internal Client

PRA Employee 377 99.74%
Others 1 0.26%
Total 378 100.00%
Overall 3,377 100.00%

D. Citizen’s Charter (CC) Result

While the majority of the respondents knew the existence of the CC, 7.79% of the

clients were still unaware of the CC.

Among those who knew the CC, 83.93% were able to see the CC, and 81.01% said that

the CC helped them in their transactions.

Table 16. 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 | saw this office's CC. 2614 77.41%
2. 1 know what a CC is but | did not see this office's CC. 117 3.46%

3. I learned of the CC only when | saw this office's CC. 383 11.34%
4. 1 do not know what a CC is and | did not see this office's

CC. 263 7.79%
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Table 16. Distribution of Responses pertaining to CC’s Visibility, Awareness, and
Usefulness

Citizen's Charter (CC) Responses | Percentage
CC2. If aware of CC, would you say that the CC of this
office was...?

1. Easy to see 2622 83.93%
2. Somewhat easy to see 416 13.32%
3. Difficult to see 52 1.66%
4. Not visible at all 34 1.09%

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

1. Helped very much 2496 81.01%
2. Somewhat helped 519 16.85%
3. Did not help 66 2.14%

E. Service Quality Dimension (SQD) Results for Internal and External Services
1. External Services Results

Under SQD 0, 97.29% of the respondents with external services rated their service as
“Outstanding,” as shown in the table below:

Table 17. Distribution of Responses for SQD 0

Service Neither

el Strongly Agree | Agree nor | Disagree strongly | a | _ Tl oera
Dimension Agree Disagree Disagree Responses

SQDO 2176 | 727 39 14 28| 15 2,999 | 97.29%

Consequently, in terms of the eight (8) Service Quality Dimensions (SQD), the
respondents rated their transaction with the Authority as either “very satisfactory” or
“outstanding,” recording a score range of 94.95% to 97.95%.

As indicated in Table 18, the summary of results shows that SQD7 (Assurance), defined
as “the capability of the front-line staff to perform their duties, product and service
knowledge, understand citizen/client needs, helpfulness, and good work relationships,”
was ranked the highest in the external services survey (97.95%). This was followed by
SQD6 (Integrity) at 97.37%, SQD8 (Outcome) at 97.31%, and SQD2 (Reliability) at
97.01%, respectively.

Table 18. Distribution of Responses for SQD 1-8

. . Neither
Service Quality | Strongly . Strongly Total
Dimension Agree INEITER || /OITEE (Ol | [DIEEs Disagree g Responses QUEEl
Disagree
SQD 1.
Responsiveness 2017 829 74 33 22 24 2,999 | 95.66%
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Table 18. Distribution of Responses for SQD 1-8

ggrvice _Qual oy | sty Agree Azlﬁtletehﬁ;r Disagree St_rongly N/A Vo Overall
imension Agree Di Disagree Responses

isagree
SQD 2.
Reliability 2090 797 54 16 19 23 2,999 | 97.01%
SQD 3. Access
and Facilities 2003 857 57 28 29 25 2,999 | 96.17%
SQD 4.
Communication 1925 902 87 26 29 30 2,999 | 95.22%
SQD 5. Costs 1823 905 102 24 19| 126 2,999 | 94.95%
SQD 6. Integrity 2066 818 54 7 17 37 2,999 | 97.37%
SQD 7.
Assurance 2157 756 33 10 18 25 2,999 | 97.95%
SQD 8.
Outcome 2021 834 50 14 15 65 2,999 | 97.31%
Overall 16,102 | 6,698 511 158 168 | 355 23,992 | 96.46%

2. Internal Services Results

Under SQD 0, 99.20% of the respondents with internal services rated their service as
“Outstanding,” as shown in the table below:

Table 19. Distribution of Responses for SQD 0

SETUEE Neither

anllty_ sl Agree | Agree nor | Disagree St_rongly N/A VoEL Overall
Dimension Agree Disagree Disagree Responses

SQD 0 277 96 0 1 2 2 378 | 99.20%

Consequently, in terms of the eight (8) Service Quality Dimensions (SQD), the
respondents rated their transaction with the Authority as either “satisfactory” or

“outstanding”, recording a score range of 81.43% to 99.46%.

As indicated in Table 20, 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 (99.46%). This was followed by SQD8 (Outcome) at 99.41%, SQD3
(Access and Facilities) at 98.68%, and SQD7 (Assurance) at 98.34%, respectively.

Table 20. Distribution of Responses for SQD 1-8

. . Neither
%grwce_Quallty sl el Agree | Agree nor | Disagree St_rongly N/A e Overall
imension Agree Di Disagree Responses

isagree

SQD 1.
Responsiveness 257 97 6 8 2 8 378 | 95.68%
SQD 2.
Reliability 260 105 0 1 1 11 378 | 99.46%
SQD 3. Access
and Facilities 236 63 2 1 1 75 378 | 98.68%
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Table 20. Distribution of Responses for SQD 1-8
. . Neither
ggrwce _Quallty Sty Agree | Agree nor | Disagree St_rongly N/A VoE! Overall
imension Agree Di Disagree Responses

isagree
SQD 4.
Communication 219 76 17 7 3 56 378 | 91.61%
SQD 5. Costs 46 11 6 4 3| 308 378 | 81.43%
SQD 6. Integrity 260 70 7 1 2 38 378 | 97.06%
SQD 7.
Assurance 265 90 3 1 2 17 378 | 98.34%
SQD 8.
Outcome 235 101 1 0 1 40 378 | 99.41%
Overall 1,778 613 42 23 15| 553 3,024 | 96.76%

F. Average Overall Score per Service

Overall, about 96.49% 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.

Table 21. Distribution of Responses and Score per Service

Neither
Strongl Agree . Strongl Total
Agregey AO1Es r?or DIBEY (22 Disag?ei N Responses ol
Disagree

External Services
Processing of SRRV
Applications 5404 | 1188 113 25 49 | 45 6824 | 97.24%
Processing of
Discontinuance of
SRRV Application 195 133 7 2 1 6 344 | 97.04%
PRA ID Renewal 2813 | 2277 147 51 22| T4 5384 | 95.86%
Re-stamping of SRRV 1454 | 1231 135 45 18| 29 2912 | 93.13%
Bank Transfer 196 84 21 4 9 6 320 | 89.17%
Conversion of Visa
Deposit into an Active
Investment 102 55 10 4 2| 11 184 | 90.75%
Termination of
Participation from the
Retirement Program 1109 509 35 21 22| 16 1712 | 95.40%
Marketer/Retirement
Facility/Merchant
Partner Accreditation 743 209 4 0 22| 14 992 | 97.34%
Accreditation of Banks
for Visa Deposits N/A N/A N/A N/A N/A | N/A N/A N/A
Payment of Marketer's
Fee 2718 141 13 1 10| 45 2928 | 99.17%
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Table 21. Distribution of Responses and Score per Service

Neither
Strongl Agree . Strongl Total
Agregey EfTEs r?or DIBE (32 Disag?e)é N Responses L
Disagree

PRA Freedom of
Information (FOI)
Request Process 52 11 7 2 9 23 104 | 77.78%
Stakeholders' Feedback
Management
(Complaints and
Inquiries) 1316 860 19 3 4| 86 2288 | 98.82%
External Services Total 16102 | 6698 511 158 168 | 355 23992 | 96.46%
Internal Services
Application for Leave 1431 521 38 20 14 | 472 2496 | 96.44%
Application for
Monetization 220 81 3 1 1| 70 376 | 98.37%
Processing of Request
for Service Record,
Certificate of
Employment, and
Clearance Form 127 11 1 2 0 11 152 | 97.87%
Internal Services Total 1778 613 42 23 15| 553 3024 | 96.76%
Overall 17880 | 7311 553 181 183 | 908 27016 | 96.49%

Leading the survey for those who Strongly Agree/Agree with PRA’s services are external
respondents who completed transactions for the “Payment of Marketer's Fee” (99.17%),
“Stakeholders' Feedback Management (Complaints and Inquiries)” (98.82%) and
“Marketer/Retirement Facility/Merchant Partner Accreditation” (97.34%) while for
internal respondents, those who completed transactions for the “Application for
Monetization” (98.37%).

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. The following were
actual comments or free responses from the respondents on the survey:

a) (1) Should notify renewal applicants that there will be a lengthy wait for
release of their card; (2) Payment of the annual fee should be permitted
via e-wallet (GCash and Maya) and credit card, with a processing fee
charged, if necessary; (3) Bureau of Immigration is allowing visa
extensions or renewals to be accomplished online. SRRV renewals
should similarly be permitted to occur online. (4) Following verification
that the SRRV requirements have been satisfied and the renewal fee paid,
what is it exactly that requires an hours-long wait for the ID card to be
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V.

released? In all candor, could PRA possibly make the process of renewal
any more inconvenient?

b) SRRV cards are not well recognized everywhere in the Philippines, such
as senior discount, banking and GCash verification, as qualified
immigration ID. Hope PRA can work with other departments for further
improvement.

c) Please provide more tables and comfortable seats.

d) Add more ACTIVELY WORKING STAFF to Step 2 in the room with 4
counters. For 2 times | was at PRA, only 2 counters had working staff
open to the public. What a waste of space and a big inconvenience to the
PRA clients waiting to be served.

e) Cancellation of SRRV was a pain in the neck for almost a year!

f) Lower the cost of retirement funds to complete application for my
retirement here in the Philippines p+

g) Please have a real-time monitoring of the service requests queue so that
the support staff can attend to the needs of the requester as soon as they
can, without the need to call directly to the unit for follow-up.

h) 1 hope PRA can actually visit their members in provinces to know our
grievances

i) Provide information on renewals on the website. Create an easier way
to male payment for online renewals.

J) Please keep your website updated, e.g. only provide the latest forms on
your website for download

k) Do the whole process of renewal ID through a portal including payment.

RESULTS OF THE AGENCY ACTION PLAN REPORTED FOR FY 2023

PRA’s Improvement/Action Plan for FY 2024 is anchored on the recommendations
brought about by the independent study of the Philippine Institute for Development
Studies (PIDS) on the “Competitiveness Assessment of the Philippine Retirement
Authority’s Program in International Retirement Migration”.

PRA clustered these recommendations into categories, namely:

Cluster A. SRRV, Marketing and Promotion
Cluster B. Business Process Improvement
Cluster C. Retiree-Welfare

Cluster D. Planning and Roadmap

The results of the PIDS study are supplemented by the results of the FY 2023 and FY 2024
CSM which emphasized the importance of Business Process Improvement in providing
quality services to our clients. Accordingly, PIDS provided its recommendations to PRA
under this cluster, which PRA positively adopted, as follows:

Table 22. Status of Previous Years’ Action Plans

Recommendations Status

1. Reinforce the benefits of SRRV with a | PRA is in the works to update and develop
brand reputation of speed and | the following to provide a clear overview of
timeliness in the processing and | the organization’s structure:
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Table 22. Status of Previous Years’ Action Plans

Recommendations

Status

registration of applicants, ID renewal
process, and cancellation;

Empower its satellite offices to reduce
visa processing time (enrolment,
renewal, cancellation) and to respond
more effectively to the needs of its
members; and

» Updating of PRA’s list of transactions

with Citizen’s Charter and Detailed
Operating Procedure.

Updating of PRA’s Citizen’s Charter
on all its identified
transactions/services, both internal and
external. The update also includes
incorporating  the  process  for
transactions received from PRA’s
satellite offices and the Turn-Around-
Time of the Bureau of Immigration.
The creation and development of the
PRA’s Manual of Operations (MOO)
through a Detailed Operating Manual.
This aims to provide clear, unified, and
consistent guidelines for all employees,
reducing errors, improving efficiency,
and ensuring that tasks are performed
uniformly  across all  divisions.
Likewise, the MOO will streamline
operations and serve as a valuable
resource for training new staff,
fostering accountability, and
promoting long-term organizational
growth.

3. Development of PRA’s digital system

must be fast-tracked to improve
program processes and ensure regular
monitoring of PRA efforts’
effectiveness;

Apart from developing and improving
in-house developed systems of PRA,
PRA is also eyeing to enter into an
Unsolicited Public-Private Partnership
(PPP) Project — PRA Digitalization
Project. To date, the same is still being
negotiated. This project encompasses
the development, design, build,
financing, operation, and maintenance
of the following:
1. PRA Web Portal and PRA
Mobile Application
2. Electronic Know-Your-
Customer Software (e-KYC)
3. Digital Payment Gateway
4. Integrated Business
Management and Productivity
System

Delegate main office functions to the
satellite offices in the short run.
Reinforcement of the satellite offices'
human, physical, and technological
resources is necessary.

In 2024, PRA’s Satellite Office (SO) in
Baguio, Cebu, and Clark-Subic have
transferred to their new office space. On
the other hand, the Davao SO’s transfer
is still being processed. The transfer
aims to make clients, as well as PRA
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Table 22. Status of Previous Years’ Action Plans

Recommendations

Status

employees, feel comfortable and valued.
This also makes the Authority look more
credible to its existing and potential
clients.  Alongside the transfer,
equipment/technological resources were
also provided to the SOs to help them in
their daily activities.

VI.

CONTINUOUS AGENCY IMPROVEMENT PLAN FOR FY 2025

In line with PRA’s commitment to continually improve the delivery of services to all its
stakeholders, the PRA shall conduct the following Programs, Activities, and Projects,
which directly and indirectly affect one of the Strategic Objectives of PRA, i.e., to have

Stakeholders with Excellent PRA Experience:

Table 23. PRA CSM Improvement Plan (FY 2025 onwards)

Programs, Activities, and Projects

Brief Description

Introduction of Electronic Visa

SRR Visa Information and Management System

Administrative, Financial, and Procurement
Information Management System - Maintenance

Management Services Information System -
Maintenance

Cloud Computing Technology

In support of SONA Directive No. PBBM-2023-041
from the Office of the President entitled “Expediting
Digitalization Efforts Toward Better Public Service
Delivery,” dated 24 July 2023, PRA has continuously
enhanced its in-house systems to handle and manage
PRA's core and support business processes.

PRA also plans to accept Special Resident Retiree’s
Visa (SRRV) applications for a speedy and timely
processing of applications.

Retiree Care Initiatives

Project RIVER (Retiree, Inventory, Visitation,
Evaluation, Research)

Multi-Sectorial Coordination and Collaboration
Activities

These activities center on retirces’ welfare and
satisfaction while living in the Philippines.
Understanding our retirees’ persona and gathering as
much information about their demographics, well-
being, challenges, and experiences to tailor programs
and activities that guarantee satisfaction and a sense of
rapport and connection.

This is also PRA’s way to monitor its retirees, i.¢., their
investment under the SRRV program, their
whereabouts, and a sustainable retention program.

Third-Party Engagement: PRA Sustainable
Retirement Development Plan and Roadmap

Market Trend and Program Development Studies

These projects aim to improve the PRA retirement
program and, at the same time, to identify areas or
aspects of the PRA Program that are considered
exposed to any national security threats susceptible to

24




Table 23. PRA CSM Improvement Plan (FY 2025 onwards)

Programs, Activities, and Projects

Brief Description

Expansion of Allowable Conversion of Deposits to
Business Investment within Ecozones

Assessment of Exposure of the PRA Program to
National Security Risks on Foreign Nationals

being used and abused for illegal purposes, among
others.

International and Local Promotions

Sales and Business Development Calls and Product
Activation

Campaign Development and Placement of
Advertisements

PRA’s participation in local and international
marketing activities serves as a platform to widen the
PRA’s reach and open doors for expatriates and
business entities to participate in the SRRV program.

Similarly, to maintain the awareness campaign of the
PRA about retiring in the Philippines through the
SRRV program and to access a broader market, various
advertisements are being placed, produced, published,
and disseminated to reach different stakeholders using
the traditional and non-traditional media to intensify
the image of the PRA.

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.

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.

Customer Satisfaction Survey

This shall measure the level of satisfaction of the
external and internal clients on the services being
rendered by the PRA, which are considered valuable
inputs to the review, formulation, and/or enhancement
of programs, activities, and projects (PAPs) and
relevant policies and system development to fulfill the
stakeholder’s needs and expectations.

PRA Re-organizational Plan

These programs aim to equip the workforce with the
essential knowledge, skills, and resources to
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Table 23. PRA CSM Improvement Plan (FY 2025 onwards)

Programs, Activities, and Projects -

Brief Description

Competency-based Learning and Development
Program

Disaster Risk Reduction and Management Plan

effectively provide excellent customer service to
clients and be able to manage disasters and
emergencies, ensuring its employees' and retirees'
safety and security under the SRRV Program.

Prepared by:

DIVINA OZAE RNAN DEZ}--J
Plannjng Officer V/ :
Headfof Corporate Planning Division

Recommending Approval:

ATTY. ANTONIO V. RIVERA
Department Manager III,
Management Services Department

Approved by:

-«

ROBERTO Z. ZOZOBRADO
General Manager & CEO

Chairperson, Committee on Anti-Red
Tape (CART)
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ANNEX A (Survey Questionnaire Used)

1. Pen and Paper Survey Form

Control Mo: __

This Cilent Satisfaction Measurement (CSM) survey keeps frack of the customer exparence of govemment ofces. Afhough your respanse o
this questionnaire |s voluriary, we would conslderanly appeeciaie the value of your feedback on your fecently conciuded Tansaction with the
Philppine Ratirement Authortly (PRA).  Your answars will provide essanfial Iinfommation to further enhance the senices of PRA. Persoral
informiation shared will be kept comfidential. Mote: fems marked with an Sstensk () are required feids.

Dats of Complsted Transaction [mmiddyyyy)
Tranzaction tranapiredifiled at: (please check the applcable option)*:

[ pRA Makatl Head — Ofice [ PRa Baguko Satelite OfMce [ PRA Cebu Satelits OfMcs
[ PRA ClanwSubic Saielite Oftce ] PRA Davac Satedlie Ofics

Cilant type [piaase check the applicable opfon -

Osrrvroer [ Accreatation Applicant O Folcient  [JPrRa Employee [ Ofers ipiease secy)

[ srAv Appicant [ Representative of SRRV Member [] Accrediied Pariner [Marketer, Retrement Fachly, Merchan! Parmner)
Sex*: O Malke [0 Female O Prefer Mot o Discicse  Apge*: SRRV Mumber (I appllcable) Maticnaltty
Tranzsaction or Senvicais Avalled (pleass check e applizable option)*:

[0 Processing o 25RY Appication [] Accrearation of Eanks [ == Fresdam of imtsrmation (00

D Processing of Discontinuance of SRSV Application  [] Bank Trans?er Request Process

[ PR ID Renewal [ MameseriRedrement FaclibyMenchant O Agpication tor Moretzation

O Re-stamping of SRRV Pariner AccredRaticn [ Acmication sor Leave

[ conversion of Visa Deposk info an Actve O Temination of Paricpaton fom the

D Frocessing of Request for Service
Record, Certificate of Employment and
Chsarance Fom

Invesiment RetSrement Program
O stakshokders Sesdback Managerent (Complaints O Payment of Marketer's Fee
and Inguiries)

INSTRUCTICNS: Check mark |} your answer to the Ciizen's Charter (CC) questons. The CC ks an offclal document iat reflects the sendces
of a govemment agencyloMee Induding It requirements, faes, and POCEESING TMEes aMong others.

= WWhich of the Tollowing best desoribes your awarenass of a CC7
O 1. | krow whiat a CC |s and | saw this offce’s CC.
O 2. | knowaniat @ CC 16 bt | did NOT 522 Mis oice’s CC.
0 3. | leamed of the CC only whan | saw this offiea's COC.
0 4. | do not know whiat 2 CC |5 and | did not see one In this office. (Answer 'MiA" on ©OC2 and CC3)

ooz It aware of CC (answered 1-3 In GO 1), would you sy that the CC of fils oce was .7

O 1. Easy o se2 [ 4. Mot visltle atall
0O 2. Somewhat easy i see O 5 NiA
O 3. DifMcult o see

cow I aware of GG (answered codas 1-3 In CC1), how Much did the G halp you I your transaction?
[ 1. Helped very mugh 71 3. D not hesp
[ 2. Somewhat halped 1 4. Mis

INSTRUCTIONS. For SGD 0-8, please put a check mark [+] on the column that best cormesponds to your answer

@R -

arongly | Disagres Heither Agree Strongly Hat
Disagree Agres nor Agres Appiicabie
Disagres

SED0. | am satisTed with e service that | avalied.”

2G@D1. | spent a reazonable amount of Eme for my transaction.”

SGD2. The office followed the transaction's reguirements and steps
based on the Information provided.

2GED3. The steps (ncluding payment) | needed to do for my
transaction wene easy and simpie.

2G04, | easly found Information about my tramsacton from the
office or ks website”
SGDE. | pald a reasonable amount of fzes for my transaction.”

SGHDE. | fea the office was Tair bo everyone, of “Waiang caiakasan”,
during my transaction.

2GEDT. | was treated courteously by Bhe stx®, and (if asked for heip)
the sl was heipful.

SGDE. | got what | needed from Bhe government oice, or (I
denied) denial of request was sufficlently explained o me.”

Sor Frasdom of Information {FOI) Cllendc OHLY. Hnot an FOI Cllend, please check mark |+ KA or Mot Applioabls

For unsuccess?ul request, are you sagsfied wih the reason
prowided?

For succestiul request, was the response you receved easy 1o
understand"

Did you feel that we communicated with you e®ecBvely, from start
o finksh?"

Suggestions on how we can furiher Improve our services (optional).

Emal address {opional):
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2. QR Code Scanning

3. Actual Link and the Screenshot of the Survey Google form Used

Google Form Link

https://docs.google.com/forms/d/e/1FAlIpQLSdugp63wlepmnF4PptRyvrr3lt

ChZBbvaqdr-a3gTPILYWv7Q/viewform

Printed copy of the Google Form survey is also attached herewith.
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