
DOST‐ P〔AARRD

…

  .・
・

ヽ

Certttcate No AIA13 1X134

!

Department Ofsden(e and TechnO10gy

PH:LIPP:‖ E C00‖CIL FOR AGR:CULTURE′ AQUAT!〔 AND NATURAL RESOUR〔ES
RESEAR〔 HA‖ DD[VELOPMENT

CITIZEN/CLIENT SATISFACTION REPORT
As of December 31, 2019

Description of the Citizen/Client Satisfaction Survey

PCAARRD'' customer satisfaction survey forms incrude information on customers,profile, the various types of services availei in the council, the customers, 
""i""i."ntand degree of satisfaction to the services provided to tnem; 

- 
anOrecommendations/suggestions on how pcAARRD can improve its services.

Accomplished survey forms are consoridated and resurts are anarysed by respective unitsfor each frontline service using descriptive statistics such as'fr"q*;"y;;;6;;;
percentage proportions only. Responses were organized and presentedi.;ppr;ili;
tables and figures. Resurts of anarysis are preiented to the Directors, io;ili ;;,management review and appropriate action.

PCMRRD's clients are mos,y from state universities and colleges (SUCS), localgovernment units (LGUs), nationar government agencies (NGAs), b-usiness/ i;;""i;;
:fi:[s, 

non{overnment organizations (NGOs) and internaiional orgrn,=rtion", 
";o-; 

j

ln general,.the different purposes of their visits include the following:1. Availment of pubrications and other information, education, dommunication (rEC)
materials;

2. Presentation of proposed/ongoing/completed programs/projects for
consideration under pCAARRD/DOST Grants tn_liO erogrim support;3. Attendance to meetings,

4. Thesis/dissertation grantassistance;
5. consultation/inquiries on technorogies related to agrrcurture, aquatic and naturar

resources (AANR) sector; and
6. Attendance to fora/symposia/workshop/trainings/seminars/meetings

organized/coordinated by PCAARRD.

Survey Results

ln 20'19, PCAARRD used the five-rating rating scare for its semestrar reporting of
customer satisfaclion feedback (csF) to which ifreceived a general performance ra"tinj
of outstanding, the highest in the set criteria. lt atso started idopting the January_iLrl!
and July-December reporting period. Resurts of each rating period arE as foflowi:' 

- - -
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January to June

For the period January to June, there were a total of g46 responses from walk_in clientswhich consisted of 421 mares. (49.avo),414 femare (48.0%) and rr ri.iy"l-oirre,individuals who did not indicate their sex orientation.

M^ajority (36.417o) are aged between 2r to 30, folowed by those beronging to the 31 to
19 rye ggc!9! {19.27o/o). othersberong to age groups srcir as 41-50 yea"rs"orJtig.s!v"r,
5,1-60 (13.48%),20 and berow (8-51%), ani Auove 60 (7.68%). Some 6 r""pona"ni.
(0.70%) did not reveal which age brackeugroup they belong.

PCAARRD received an outstanding performance/customer satisfaction rating with
f!!p-e^cl to the folowing criteria: a) quarity of service (81.3%), b) promptness/tirErn"",
(81.0%),
c) courteous staff (84.0%), and d) overail rating (81 .3%).

July to December

From July to December, PCAARRD was abre to colect g53 responses from wark-in
clients which consisted ol 434 (so.go/o) mare and 406 (47.6%)femar[, 

"rJ 
ra ti.s,i,"i*r,"did not indicate their sex orientation.

l4l9rlty (39.6%) of the respondents are aged 21 ro 30 foilowed by 31-40 years ord('16.3%o)-olhers betong to 5.1.:69-y9t ord113.8%), 41_so years o6 e.q"/"i,-ii i"dbelow (10.0%), and Above 60 (6.4%). Some respondents (1.4;/i did *t L*"i #t [n 
"g"brackeUgroup they belong.

PCAARRD received an outstanding performance/customer satisfaction rating withr9:pect to the forrowing crite,ria: a) quarity of service (75.69%), ol prompt s"ervrce
(75.19yo), c) personnet's quatities (7 4.650 ), and d) overail rating 1i5.2+%).

General Comments/Suggestions

some. of the comments/suggestions from the respondents incruded the foflowing:. Very good. Thank you very much.
. Very helpful and accommodating.. Keep up the good servlce.
. Extremely efficient @. Very accommodating and approachable.. Very good and supportive staff.
. Very much improved service in recent years.. Efficient and hardworking.

lll.lmprovement Action Plan for FY ZO20

ln 2019, PCAARRD initiated the development of the csF system, an online system that
aims to aid in real-time monitoring of csF results. ln January 2020, the system will be
subject to pilot implementation with the inclusion of cSF for walk-in customers and
Exhibits.
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The Council will continue to assess and enhance the system to incorporate CSF for other
services namely, a) Thesis/Dissertation Grant Assistance Program; b) Publication
Dissemination; and c) NAARRDN Facilities lmprovement Program. By the end of 2020, it
intends for the enhanced CSF System to be fully operational.

Furthermore, PCAARRD plans to send more personnel to trainings on Customer
Relations in order to capacitate and equip the staff in satisfying the needs and
expectations of its customers.
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