PERFORMANCE REPORT FOR THE MONTH OF Feb-26

Department: OFFICE OF THE PRESIDENT

Objective:  Customer satisfaction towards conduct of service is not below rate of 3

1. Subject: Telesurvey Measure Results based on customer feedback thru telephone and cellphone conversation

Rating not below 3
Target:
3.37 - Satisfied
Actual:
Attained Target - no need to use CPAR
i . in* . 1¥i . Unmet Targe! - CPAR
Interpretation: Attain: v" | Unmet: Critical: i R ek
yi=) el

2. Details of Performance: (Use separate sheet if needed)

Please see attached Customer Satisfaction Index for the month of February 2026
Metro Manila and Province
In house = 3.51

External Provider (Preferred/Direct Call/Relay ) = 3.23

Easy Access on Service Hotline - 0
Promptness of Service - 2

Quality of Service - 2

Neatness of Work Area - 0
Courtesy and Grooming - 1

3. Corrective / Preventive Actions Request Number: N I A
(Attach copy of CPAR)

BILTAPT
Prepared by:  Mr. LLfiXS!é é Seva Approved by:

/

PR-GP-00-060115




2026 NATIONWIDE CUSTOMER SATISFACTION INDEX

Rating per Criteria
. Metro Manila i y
In-house Team January  February March April May Juna duly Avgust Seplomber Oclober Navember December January to December Janvary
Rating per Month 347 340 344 a5
Metro Manila and Province
[CoamBuintoenTinm  Lion Ry March Apil May Juna July August Seplamber  October Novembar Decembar January to December
[Rating per Month 351 251 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 15
ASC Team Metro Manila
Relay January Febniary March Apil May June Juty August Septembar Octobar Hovorber Decombar January to December January
Rating per Month 147 348 346 3.20
Metro Manila
Preferred January Fobruary March April May Juna July August Soplomber October November Docember January to December January
Rating per Month 340 342 341 0.00
Metro Manila
Direct Call January February March April May June July August September October MNovembar December January to December January
Rating per Month 3.08 310 .08 an
Consolidated ASC Team Metro Manila
January February March Apil May June Juty August September October Hovember December January to December January
Average Rating 232 332 0.00 0.00 000 0.00 0.00 000 0.00 0.00 000 0.00 332 316
ASC Team Metro Manila
and Province January February March Apil May June duty August September October Hovember December January to December
|Average Rating 324 323 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 3.24)
Manila and Provincial Rating (IN-HOUSE and ASC TEAM)
January Fabruary March Apiil May June Juy August Septembar October Hovembar Decembar January to December
Average Rating 337 3.7 0.00 0.00 0.00 0.00 0.00 000 0.00 0.00 0.00 0.00 337
Number of Customers with
Negative Feedback per
month Metro Manila
January February March April May June July August Septomber October Hovember Decomber January to December January
In-house Team 2 1 3
ASC Team (RetayDC/Preferred s 3 8
Total 7 4 0 [} 0 [ ] [ [ ] ] o " 0
Total Number of Respondents ala 673 o o o 0 o [ o o L] L] 1,587 308
Percentage 0.77% 059% MOV HOAVIO! DIV #OVIOH #OIVIO! oIV #DIVID! #DIVIOL #OWIOL* #OIVID! 0.69% 0.00%
Humtier of Customers with Negative Feedback por month (Manila and Province)]
January February March April May June July August Septembar October Hovember December January to December
In-house Team 2 1 [ [} (] [} [ 0 0 0 [ o E
IASC Toam (RelayDC/Preferred 5 3 o (1] L] [] ] [] [ [ 0 o o
Total 7 4 [ 0 ] 0 ] 0 (] 0 o (] 1)
Tatal Humber of Respondents 1222 929 [} o ] o o o 0 0 ] 0 2151
2 ge 2.67% 043%  wotvor #DIVIO! HOIVIO! #DIVIO! 50IVID! #DIVIO! #0IVIDY 20Vt #DIVIO! £0IVID! 051
Monthly Number of Customers with Negative Feedback per Criteria
Metro Manila
In-house Team January February March Apiil May June duly August September October November Decembar January to December January
Easy Access on Service
Hotlina 0 1
Promptness of Senvice o
Qualty of Repair/Service 1 1 1
oatnoss of Work Area 0
riesy and Grooming ]
Sub total (no. of complaint)
[} 1 [} (] [} (] ° ] ] 0 ] o 1 2
Metro Manila
ASC Team January February March Apeil May June. Juy August Seplomber  Octobeer HNovember Decomber January to December January
Easy Access on Service
Hotling ] 1
Promptnass of Service ] z 4
Qualty of Repair/Service 2 1 a
Nealness of Work Area 0
Couresy and Grooming 1 1
St ot [5e; of camplaini 4 P 0 0 0 o 0 0 [ 0 o 0 0 1
Grand Total (no. of complaint) 4 5 0 ] 0 o [ [] [} [} [ ] 12 3
HNumber of Respondants 914 673 0 0 ] [ o o (] 0 0 a 1587 308
Percentage % 0.74%  #OIVIO! #OIVIOL #OIVIO! #OIVIDH SOV #OIVIO! wowvm; #DIVI0! #DIVIO! #OIVIO! 0.76% 097%
Satisfied Customer 910 668 . - - - - - - - - 1575 205
CSAT Score 99.56% 99.26%  wDIV/0! #oIv/o! HDIV/a! #oiv/o! HOIV/al #DIV/ol #DIV/o! HOIV /0! HDIV/o! HDIV/0! 99.24% 99.03%
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2026 Monthly Number of Customers with Negative Feedback per Criteria (Manila and Province)

Easy Access on
Service Hotline
Promptness of
Service

Quality of
Repair/Service
Neatness of Work
Area

Courtesy and
Grooming
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PERFORMANCE REPORT FOR THE MONTH OF Jan-26

Department: OFFICE OF THE PRESIDENT

Objective:  Customer satisfaction towards conduct of service is not below rate of 3

1. Subject: Telesurvey Measure Results based on customer feedback thru telephone and celiphone conversation

Rating not below 3
Target:
3.38 - Satisfied
Actual:
Attained Target - no need to use CPAR
Interpretation: ~ |Attain: | v' |Unmet: Critical: Lot Tste ORI
(Preventive)

2. Details of Performance: (Use separate sheet if needed)

Please see attached Customer Satisfaction Index for the month of January 2026
Metro Manila and Province

In house = 3.51
External Provider (Preferred/Direct Call/Relay ) = 3.24

Easy Access on Service Hotline - 2
Promptness of Service - 2

Quality of Service - 3

Neatness of Work Area - 0
Courtesy and Grooming - 0

3. Corrective / Preventive Actions Request Number: N I A
(Attach copy of CPAR)

ik 2
/ (

\/IC o %
Prepared by:  Mr. Lt@%ic. Seva Approved by: Mrs. Rhena;ﬁ:r B. Manzano

PR-GP-00-060115




2026 Monthly Number of Customers with Negative Feedback per Criteria (Manila and Province)

January February  March April May June July August  September October
Easy Access on
Service Hotline 2
Promptness of
Service 2
Quality of
Repair/Service 3
Neatness of Work
Area 0
Courtesy and
Groaming 0
Tatal 7 0 0 0 0 0 0 0 0 0
Equivalent No. of
Customer 7 0 0 0 0 0 0 0 0 0
Number of Respa1 1222 0 - 0 - - 0 0 0 0
Percentage 0.57% #DIVIOl #DIV/Ol #DIV/Ol #DIV/O! #DIV/Ol #DIV/O! #DIV/O! #DIV/O! #DIV/o!
Satisfied Customer 1215 0 0 ] o] 0 0 0 0 0
CSAT Score 99.43% WDIV/0l #DIV/0I #DIV/OI #DIV/O! HDIV/O!  WDIV/O! #DIV/O! #DIV/OI #DIV/0!
NO Show 2
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Reviewed by:
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OP- Supervisor



2026 NATIONWIDE CUSTOMER SATISFACTION INDEX

Rating per Criteria z
In- house Team January February March April May Jure July August Saptamber Octobar MNovember Decombeor January to December January February
Rating per Month 347 347 388
‘Metro Manila and Province
Corsclidatad in housa Team . Fobruary March Apil May June July Avgust Septembar October November Decombar January to December
Rating per Month 351 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 38
ASC Team Metro Marila
Relay January  Febnamry  March Apeil May Sune oty Augut  Seplember  Oclober Novembat Oocembe January o December January  Febnuary
Rating per Month 347 347 320
Preferred January February March April May Juna July August September October November Decembay January to December January February
Rating per Month 340 340 000
Metro Manila
Direct Call Janusry  Fobraaryy  March Aprit Moy June Suty Avgust Septombor  Oclober Hovembar Decombe January o December January  February
Rating per Month 308 308 EXH
Consalidated ASC Team Metro Manila
January  Febumy  March Apil May dune Juty August Sepember  October Havembar Decombe January to December January  Fabruary
Average Rating FE 0.00 000 200 000 000 0.00 000 00 0.00 000 000 332 .16
JASC Team Metro Manila
land Province January  February  March Apeil way June July August September  October Novombar Docombe January to December
| Average Rating 324 0.00 000 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 224
Manila and Provincial Rating (IN-HOUSE and ASC TEAM)
January February March April May June duty August September Octobar HNavember Decombar January to December
Average Rating 337 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 337
Number of Customers with
Negative Feedback per
month Metro Manila
January Fobruary Moreh Apri May Juno July August September October Novembar Decembor January to December January Febeuary
In-house Team 2 2
ASC Team (Relay/OC/Preferred s 5
Total 7 ° 0 [ 0 o ° [ o 0 ] ° 7 o
Total Number of Respondants 914 o o [ [ o 0 L] o L] o o 914 308
Percentage OTTH  ADIVA!  ADIVA!  aDIVE!  sDIVE!  ° #DIVIOl Fovior wORV! wovio oI o #OvIo! “ % 000% sV
Number of Customers with Negative Feedback per month (Manila and Province)
Janvary  Fobruary  March Apil May Juma July August Sepombar  October Hovembar December January to December
in-housa Taam 2 [ 0 0 o 0 [ (] 0 0 0 0
[ASC Team (RolayDCPrefoned s o 0 0 o 0 0 0 [ 0 0 0
ot 7 o 1 [ 0 1 o 0 0 0 0 0
Total Humber of Respondents 1222 o o o 0 0 o 0 0 0 o 0 1
|pomantage 05T wowviot v sove  wovior oV #OIV!
Monthly Number of Customers with Negative Feedback per Criteria
Metro Manila
In- house Team Jausry  Februay  March Apit May Juna Suby August  Seplember  Oclobar Navembor Decombar January to December January  February
Easy Access on Service
Hotlina o 1
Prompinass of Sarvice 0
Qualty of Ropair/Sanvica 0 1
Neatnoss of Waork Area o
Couttesy and Groaming 0
Sub total (no. of L aint]
s e v 0 o [] 0 ° o o 0 [ 0 ] [ 0 2
Metro Manila
ASG Team Janusry  Febumy  March Apei May June Suly August  Soplember  Octobesr Navember Decembe January 1o December January  February
Easy Access an Sarvice
Hotline 0 1
Prompiness of Service 2 2
Qualty of RepaiiSence 2 2
Haainass of Work Area 0
Courtesy and Grooming 0
ol A - of cpiahen 4 0 o o 0 [ [ 0 0 0 0 [ 4 1
Grand Total {na. of complaint) 4 ° o o o ] ] o 0 0 0 ° 7 3
Numbar of Reapondents 914 0 0 o o o 0 [ 0 0 0 o 914 308
Percentage 0% ADIVOL  #OVAL sDvE sOIVL o oo wOIVID! #ovio! 0Vio wovl ool 077% 087% DIV
Satiafied Customar 810 0 : L £ 4 - . < . = “ 07 305
CSAT Score 99.56% HDIV/O  sDIV/O!  RDIV/OI  mOIV/o! #oIv/o! wonv/or  aDiv/ol w0l  wDIv/ol #oIV/0! #oiv/o! 99.23% 99.03%  o00%
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