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l.
INTRODUCTION

The Investment Enabling Environment (INVEST) Project of United States Agency for
International Development (USAID) aims to assist the Philippine government in
improving the enabling environment for investments. It has two broad objectives: (1) to
lower the cost of doing business attributed to local level regulations and processes in
securing business permits; and (2) to increase the flow of private investments and the
number of business start-ups in the Philippines.

The procedural changes in business registration-related activities to be undertaken
under the project under component 1 supports the Anti-Red Rape Act (ARTA), which
aims to enhance good governance and reduce corruption. Since INVEST aims to
strengthen the partnership of the cities with civil society organizations (CSOs), it intends
to train local CSOs, in coordination with the Civil Service Commission (CSC) in
conducting the Report Card Survey (RCS) in the three cities supported by INVEST. The
results of the said Report Card Survey will be used as inputs in designing the reform
agenda on BPLS for the target cities.

Relative to the first objective, the Project initiated the provision of assistance to the
Project’s partner cities in assessing their performance in introducing reforms especially
in the area of business registration and make local government related efforts aligned
with the intents of Republic Act 9485, otherwise known as the Anti-Red Tape Act
(ARTA).

The ARTA directs the government to enhance and streamline its frontline services — in
this case, the business registration — and seals this commitment between government
and citizens through the Citizen’s Charter for business registration.

The Citizen’s Charter is a document to be displayed prominently showing the processes
and procedures that the citizens could follow when they avail of services at the local
government. It also defines the standards on quality and timeliness to be expected in
rendering these services.

Eliminating red tape and averting graft and corruption — as the overarching objectives of
the ARTA and which apparently complements the 2-pronged thrusts of the INVEST —
have far-reaching benefits to local economy, such as cutting the costs of doing business
which will, consequentially, improve investors’ confidence and heighten competitiveness
of local governments.

Given this context, the INVEST initiated the administration of the Report Card Survey
(RCS) to its partner cities: Batangas, lloilo and Cagayan de Oro. According to the
provisions of the ARTA, the administration of the RCS must be supervised by the Civil
Service Commission (CSC) for national government agencies (NGAs) and government-
owned and controlled corporations (GOCCs) and by the Department of the Interior and
Local Government (DILG) for all local government units — provinces, cities and
municipalities.



The objectives of the survey were to obtain: (1) feedback on how the covered cities
followed the provisions in their Citizen’s Charter; (2) estimates of hidden costs incurred
by clients in accessing services related to business registration; and (3) information for
rating the covered cities’ performance and client satisfaction in relation to their business
registration processes.

In providing the assistance, the Project coordinated closely with both CSC for the
training and accreditation of candidate CSO representtives, and DILG for the
administration of the survey. The survey was conducted in compliance with deliverable
2, under Component 1.



Il
PROJECT ASSISTANCE IN THE CONDUCT OF THE SURVEY

The assistance of INVEST was intended to check whether the reforms on business
permit and licensing system (BPLS) in the partner cities, which it has helped adopt and
install, are effective and are felt by business registrants or applicants.

The assistance, which focused on the conduct or administration of the RCS" utilizing the
instrument developed by the CSC, covered the following: (a) identification and selection
of appropriate civil society organizations (CSOs) from the partner cities that will be
commissioned to administer the survey; (b) conduct of training of representatives from
identified and selected CSOs; (c) accreditation by the CSC of the representatives who
went through the training and who have complied with the requirements for
accreditation; (d) coordination with the city governments of the partner cities the
administration of the survey; (e) assist in the administration of the survey; and (f) assist
in the conduct of the exit conference with the local chief executive of INVEST partner
cities.

a. ldentification and selection of appropriate Civil Society Organizations (CSOs).
The INVEST City Program Advisers (CPAs) coordinated with CSOs in their
respective city of jurisdiction in the selection of appropriate CSOs that will help
in the administration of the RCS. The following we identified and selected:

For Batangas City:

» Batangas Rural Improvement Club
* Malampaya Foundation, Inc.

For lloilo City:

* lloilo Caucus of Development Non-Gov't Org., Inc. ICODE-NGO)
* Western Visayas Network of Social Development NGOs (WEVNet)

For the City of Cagayan de Oro:

» Xavier University School of Governance

b. Conduct of training on the administration of the RCS. In coordination with
CSC, the Project mounted the training. Per advice of the CSC, 2
representatives for each city, drawn from the identified and selected CSOs,
should attend the training so that they could be accredited to administer the
RCS. The training was held on July 9 — 12, 2013 at Fersal Hotel, Kalayaan
Ave., Quezon City. The participants are presented in Table 1.

1 Aside from — and before the provision of - the assistance for the conduct of the RCS, the Project, through
the City Program Adviser (Mr. Jedel Ervin Tabamo), assisted the Batangas City government, particularly the
Business Permit and Licensing Office (BPLO), in reviewing and revising its Citizen’s Charter on BPLS.



Table 1. Participants to the Seminar-Training on the Administration of the
Report Card Survey

City Name of Participant Affiliation of Participant
Batangas City Miriam S. Catapang President, Batangas Rural
Improvement Club
Belina Macuha-Montalbo Program Officer,
Malampaya Foundation,
Inc.
lloilo City Mary Jane Homena Project Coordinator,

Western Visayas Network
of Social Development
NGOs (WEVNet)

Freddie Salvania lloilo Caucus of
Development Non-Gov't
Org., Inc. ICODE-NGO)

Cagayan de Oro | Ruby Colong Xavier University Center
City for Governance
Charisma Anne Quiblat Xavier University Center

for Governance

The 4-day training was divided into several topics and activities. The first day
(July 9, 2013) was devoted to lecture and briefing on the ARTA and RCS. The
specific topics were covered:

* COrientation on the salient features of ARTA and its IRR
* Discussion on the rationale and objectives of the ARTA-RCS
* ARTA-RCS Survey Instruments
* ARTA-RCS Methodology
- Inspection Checklist
- Manual of Instruction
- Implementation Plan
- Encoding Tool
- Report Writing

The lecture was given by Ms. Victoria Esber, Director for Strategic
Management Office of the CSC Head Office.

An hour was also devoted for the participants, who were grouped in diads, to
practice in conducting the survey using their local vernacular. They were
observed, coached and mentored by CSC staff headed by Ms. Khane Raza.

On the second, the participants were deployed to national government
agencies for an actual conduct of the survey covering 15 clients each. The
trainees from Batangas City went to the Department of Trade Industry (DTI)
National Capital Region (NCR) Area 2 in the City of Makati; trainees from lloilo
City went to the Land Transportation Office (LTO) — NCR Office in Cubao,
Quezon City; and those from Cagayan de Oro went to the Bureau of Internal




Revenue (BIR) Revenue Region No. 7 in Quezon City. The afternoon was
devoted for the processing of the trainees’ experience and clarification of their
concerns. Initial encoding of survey results was also done using the database
system developed by the CSC for the survey.

On the third day, the participants were again deployed to their assigned
agencies covering another set of 15 clients. The afternoon was devoted to
inputing or encoding of survey results and coaching on the interpretation of
aggregated results for each agency visited by the participants.

The fourth day was spent in cleaning up the data, generating the final survey
results, and the writing of the report. Reporting per group and coaching the
participants in the conduct of the required exit conference were done in the
afternoon.

Accreditation of the participants by the CSC. After the training, the CSC
evaluated and assessed the performance and capacities of the trainees to
administer the survey. Five out of the six trainees were accredited as qualified
and capable in conducting the RCS:

* Belina Macuha-Montalbo for Batangas City

* Mary Jane Homena for lloilo City

* Freddie Salvania for lloilo City

* Ruby Colong for Cagayan de Oro City

* Charisma Anne Quiblat for Cagayan de Oro City

Coordination with the partner cities in the conduct of the survey. The CPAs
coordinated with the Office of the Mayor and the BPLO on the possible dates
when the RCS could be undertaken. The immediate roll-out of the survey
(third and fourth quarters of 2012) was not possible because the BPLOs of the
partner cities were not optimistic that there would be 30 registrants for 3
successive days, as required under the ARTA-RCS guidelines.

It was proposed that the survey be conducted instead in January 2014 to
coincide with the annual renewal of business permits and licenses. The RCS
was set on January 15-17, 2014 for lloilo City and on January 29-31, 2014 for
Cagayan de Oro. In preparation, the CPAs provided briefing to the accredited
survey administrators on the BPLS, the BOSS, and the process flow of
business registrants.

For Batangas City, the CPA encountered several difficulties in bringing on
board the accredited survey administrator. Formal requests were sent to the
superior of Ms. Belinda Montalbo but were turned down due to workload and
work responsibilities of Ms. Montalbo. Eventually, Ms. Montalbo resigned from
her organization and relocated outside of Batangas. The new INVEST CPA
for Batangas City (Mr. Emil de Quiros) also coordinated with the DILG regional
and city directors for possible deployment of accredited survey administrators
in CALABARZON region to Batangas City only for the conduct of the RCS.
Unfortunately, it was informed that there are no accredited survey
administrators in nearby provinces. The Project further explored the possibility



of importing the trained and accredited survey administrators from lloilo City
and/or Cagayan de Oro. Based on consultation with CSC, however, a strong
reservation was raised particularly on the dialect. Hence, the Project decided
to forego with the conduct of the RCS in Batangas City. This decision was
reached after the Project later on found out the positive and convincing results
of the client satisfaction survey in relation to the yearly assessment of the
BPLS and BOSS in Batangas City for the business renewal period (January)
for 2013. Likewise, as mentioned earlier, the former CPA (Mr. Jedel Ervin
Tabamo) of the INVEST already assisted the city government, particularly the
BPLO, in reviewing and revising its Citizen’s Charter on BPLS.

Administration of the RCS. The administration of the RCS followed a simple
process, as follows: (a) courtesy call to the Mayor by the accredited survey
administrator accompanied by the DILG City Director and the INVEST CPA for
the city to inform him that the RCA will be administered in the city; (b)
administration of the instruments in 2 parts, namely: (i) the client interview
using the survey instrument — covering 30 registrants for 3 successive days,
and (ii) the assessment of facilities using the checklist as prescribed under the
RCS Manual); (c) encoding of survey results; (d) processing and generation of
results; and (e) report writing.

Conduct of the exit conference. The INVEST CPAs for lloilo City and
Cagayan de Oro arranged the exit conference with the Offices of the Mayor
and the City DILG Offices to discuss the results of the survey. In lloilo City,
the RCS results were presented to the Local Economic and Investment
Promotion Officer (LEIPO) and the Business Permit and Licensing Officer
(BPLO) on May 20, 2014. Unfortunately, the Mayor of lloilo City was out of
the country at the time. In Cagayan de Oro City, the results of the RCS was
presented to the Mayor in April 2014. Corrective measures were immediately
introducted after the exit conference.




M.
RESULTS OF THE REPORT CARD SURVEY IN
THE CITIES OF ILOILO AND CAGAYAN DE ORO

A. Background on the Administration of the Survey

The Report Card Survey (RCS) was administered in the 2 partner cities of INVEST,
namely: lloilo and Cagayan de Oro. The conduct of the survey was not done in
Batangas City for the reasons cited in the previous chapter.

The administration of the survey in the two mentioned partner cities of INVEST involved
30 individual clients who served as respondents who have availed of any services
related to business registration. Random interview of clients within the premises of the
business permit and licensing office (BPLO) was done after they availed of the services.
On the average, the interview lasted for 15 minutes and ranged from 10 to 20 minutes.

The interview questionnaire specifically designed for the RCS and approved by CSC and
the National Statistical Coordination Board (NSCB), as presented in Annex 1.
Inspection checklists, also provided by CSC, were accomplished by the survey
administrators, as presented in Annex 2. These two instruments examined two core
areas, namely: (a) the office’s compliance with various ARTA provisions; and (b) overall
client satisfaction with the frontline service delivery performance of the office.

The first core area assessed whether the office and its employees:

a. Complied with their Citizen's Charter (specifically with their service commitments
on transaction steps, cost and time);

Adopted an Anti-Fixing Campaign;

Observed the “No Noon Break” Policy;

Wore idenitifcation cards (ID);

Set-up a Public Assistance and Complaints desk in place; and

Did not charge any hidden cost.

000 T

The second core area, on the other hand, allowed citizens to evaluate the office by
describing their level of satisfaction with:

a. Frontline service providers (timeliness, knowledge, competence, courtesy and
extra mile, fairness and ethical treatment);

Service quality (overall transaction time and outcome);

Physical setup;

Basic facilities; and

With the whole experience of transacting with the office

Pao0vo

In processing the survey forms, the required reports of the CSC included a draft written
interpretation, a graphical presentation and analysis of aggregated processed results.
The points generated in both the survey questionnaire and inspection checklist are
consolidated to produce a corresponding adjectival rating, as shown in Table 2.



Table 2. Reference Rating Table for RCS Results

Final Numerical Rating Corresponding Adjectival Rating
90 - 100 Outstanding*/Excellent**
80 -89 Good
70-79 Acceptable
0-69 Failed

* Outstanding refers to a final numerical rting of 90-100 but with a delinguent rating in any of the sub-areas.
** Excellent refers to a final numerical of 90-100, without a failed/delinguent rating in any sub-areas.

B. Report Card Survery Results
1. lloilo City

The RCS was administered specifically for business registration in lloilo City from
January 15-17, 2014. Based on the results, the city passed the survey with an adjectival
rating of “Acceptable” corresponding to a numerical rating of 71.6% (Figure 1). The city
got a 71.1% for the first core area on overall compliance to the ARTA, and a 72.1%
rating for the second core area on overall client satisfaction.

lloilo City was rated high in three dimensions under the first core area of the survey
(compliance to the ARTA). These are (1) No hidden costs (100%) (2) no lunch break,
(94.3%); and (3) anti-fixer campaign (93.1%). However, it has to improve in two
dimensions: (a) presence of a citizen’s charter; and (b) use or display of employees’ IDs
or nameplates.

On the second core, the city got the highest rating for its facilities (91.44%), followed by
physical setup or layout of the office (75.00%) and respondent client satisfaction
(70.53%). It has to improve in two dimensions, namely: (a) overall frontline service
providers; and (b) service quality.

A detailed graphical presentation of the survey results are presented in Annex 3.




Figure 1. Report Card of lloilo City
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2. Cagayan de Oro City

The RCS was administered for business registration in Cagayan de Oro City during the
period January 29-31, 2014, which coincided with the last two days of the business
renewal period.

During the conduct of RCS, majority of the interviewed clients of City Hall-Cagayan de
Oro City were female (63.3%) while male clients constituted 36.7%. The 31-45 years old
age bracket constituted 46.7% followed by the age bracket 22-30 years old with 23.3%,
18-21 years old, 13.3%, and 36-49 years old, 10.0%. Most of the clients were college
graduates (83.3%). Of the undergraduates, 76.7% were employed. Two-thirds of the
interviewed clients categorized themselves as trades and related workers while the rest
were clerks. There were none in the category of farmers, forestry workers and fisher
folks and other jobs. The respondents were mostly married

The city’s report card rating was a low of 70.5% (Figure 2). The overall client satisfaction
rating (second core area) was high at 80.5% but the overall rating was dragged down by
the first core area on overall compliance to the ARTA, where the city got a 59.0% rating
due to the absence of the the public assistance and complains desk (PACD), for which it
was given a 15.5% score. The latter offset the high scores for the following dimensions
in the first core area (a) no hidden costs — 98.33%; and (b) use or display of employees’
IDs or nameplates — 97.04%.

On the second core area, the city garnered high ratings in the following dimensions: (a)
respondent-client satisfaction (89.%); (b) physical setup or layout (85.0%); and (c)
service quality (81.3%).

Overall, the city failed in the 2014 RCS conducted on business registration. Part of the
reason for this is the political transition in the city, Shortly after the assumption of the
new City Mayor, he instructed the Human Resource Management Office started the
preparation of the Citizen’s Charter as required by ARTA. But this was still under review
during the January 2014 business registration period, including the finalization of the
Citizen’s Charters.

Based on the report, the areas where Cagayan de Oro City could improve its
performance are in the following: (a) establish a PACD; (b) make visible its Citizen’s
Charter; (c) intensify its anti-fixer campaign; (d) shifting of personnel to ensure that there
are personnel manning counters during lunch break; and (e) improve its basic facilities.

When informed of the findings, the Mayor immediately instructed the completion and
posting of the respective Citizen’s Charters, which were done by April 2014.

A detailed presentation of key survey results are presented in Annex 4.
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Figure 2. Report Card of Cagayan de Oro City
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V.
FUTURE AREAS OF ASSISTANCE

The conduct of the RCS was part of the third party assessment (other than the exit
interviews done by the project) to validate whether the reforms implemented by the city
benefit the clients. The results show that while significant reforms have been
accomplished by the cities (e.g. CDO), the absence of some requirements in the ARTA
(e.g. setting up of a Public Assistance Desk) can pull down the scores and lead to a
failure mark for the city. While the latter was really an offshoot of the political transition
occuring in the city, it was a good way of reminding the local chief executive of the city
government’s obligation to comply with the ARTA. Immediate remedial actions were
undertaken by the city government.

One advantage of the RCS exercise is the participation of the civil society groups in the
city to monitor and assess the city government’s performance in business registration.
Involving CSOs will strengthen the stakeholder’s participation in the reform process. On
the side of the city government, the participation of CSOs in monitoring their
performance is one way of encouraging it to pursue reforms, knowing that its
constituents are watching over their performance.

The INVEST Project assisted its partner cities conduct an assessment of their
performance in terms of their compliance to the provisions of ARTA through the
administration of the RCS. Further assistance can be provided focusing and detailing on
the areas where the cities had rating below passing. For example, if a city failed in
Citizen’s Charter (CC), assistance could revolved around: (a) recrafting the CC making it
clear and understandable by clients; (b) designing of an eye-catching CC; and (c)
displaying of the CC through different media in unobstructed and conspicuous places or
areas.

The cities can use the survey questionnaire and the checklist in identfying what and
where they can improve on specifically in terms of their functions related to business
registration. The City DILG can initiate the regular conduct of the RCS through the
accredited administrators and make a candid yet inspirational exit conference with local
chief exectives whatever the outcome of the RCS. As the exit conference must be made
as constructive as possible, the leadership of DILG city or local official should be
ensured, as required under the guidelines on the ARTA-RCS.

12



ANNEXES

13



ionnaire

Report Card Survey Questi

Annex 1

SOL
:SS3¥AAY AON3OY
‘3NVN AON3OY
HIAINOHA FOINGIS
:d3aN37 3NN :Q3LYvLS 3N d1va

HIHOHUVIASIY 4O IWVN

FHIVNNOILS3INO

PauUIadUOD 8JB SOJIAIBS BUIJUOLJ SB BJOSU!
bunuioped aue sajouabe moy pue pamojo) butaq ae
J8lRYD S,UdZINID BY) Ul SUOISIACIA MOY UO 3OBqPa8) UIR)GO O}
(2002 J0 1oy 8de | pay-juy) G8¥6'Y ¥ 40 01 983 0} juensind
UOISSILLILLIOY) 9DIAIBS [INID 8y} AQ Pajonpuon

AIAANS QAV) LI0dTY
(VLYV) 10V 3dV1 a3y-ILNY

€102 ‘L€ yote saundx3

10-6021-0SD "ON [eroiddy gOSN
alleuuonsend D D
— Aenng pieg poday V1YY YIGNNN TOHINOD

14



Sl 901

Aes aseajd ‘mainajur ay) jo pua aypfy « Aunwwoo

. . /oignd ey} uo joeduwi sjeipawil eney Asyj pue sajousbe
/seoiyo  juawusenob Aq pepinosd seoinses ey Buowe
papasu Jo papuewsp Alybly JSow sy} a.1e SadIAIeS BUIfuOI
ongnd 8y} ypm uonoeisjul 8oe-01-82e) alinbal jey) asoy)

uonednaoQ ‘9z Buipnjour “2}8 's89IAI8S ‘SUOISSAIUOD ‘S8asuddy ‘spusied
Joj suoneoydde Buinjoaur  Sa91ouabe/Saolo  JuBLILIBACE
pue Sjusio usem}aq SUONOBSURI) 8ie S8JIAISS BUIjJUOIH
juswuiepe "S9OIMIBS BUIUOI) U0 SNoo4 Aluo jreys am ‘Aemins siyj Jo.

[euoneonps 1saybiH ‘gz

Y3d0dd AJAYNS ‘| LdVd

Ul-aAIT/MEe[-UOWIWOY) O
,'90INIBS
paoioAlq / pajesedas O 18y} woy pajoadxa aq Aew Jey) jans] souewopsd pasjuesent
POMOPIAA O 8y pue ‘dajs yoea Joj 9jqisuodsas uos.sad ayy ‘aoinies sejnated
: e Bulyiee Joj ainpaoosd dajs-Aq-dajs sy s8qLISap jf ‘Susziyo
paliep o sy o) papinosd buleq saoimues auluoy 8y uo Aousbe ue jo
abpayd 10 spiepuejs 801AI8S 8y} ‘SULIS) BjdLLIS Uf ‘S8JEIUNWILIOD
8lbuig o SNielS |IAID “ve Jey} Juawnoop [elolo Ue O] SJ8fe JeueyD S,udZiiD 8yl
dews4 o ‘punoibyoeq jouq apinoid ‘SIA J

Se o X3S '€¢

Zeueyo s,uazio
_ ON O | 8y}inoge pieay nok

by ‘zZ S8A O awn isily ayy siyy s| 7y

NOILONAOYLNI

- «Aanins siyy

10§ 8L} INoA JO S8NUILL M8 B dAeY | ABJN "SBOIAISS BUIJUOIY
Ssalppy ‘L¢ JuaLwuIanob Jo A1oni1ap dn0IdwWwi O} 1Oy Ue Ul SSBUBAIOBYS
Sy pue Japeyn s.uazpy 8yl yum (Aousbe jo eweu)
Jo doueldwod ey} uo ¥oeqpasy buliayieb Apuaind aie o

(jeuondo) yuaipd jo sweN ‘0z ‘(90UB)Uas 1Xau By} JO Uels By} e [UoISSILWOY 82IAIBS [IND
ay} yum diysseuped uf] pasul ‘08D Jo uoneziueblio ssuped
e woy J| ‘(laweu s,uonnyjsul 1noA ajejs] 10) uoissIwWwoD
82IMIBS [IND 8Y) Wol) we | ‘ojjoH,

NOLLYIWNOAN] OIHdV¥O0W3Q
NOILVIWHOA4NI 21SV8 Il 13vd :Aes Aew noA ‘sjuspuodsas Buryoeosdde uj

15



L0}

‘Aouabe

ay) yum Bupoesuel) Jo sousiiedxs
S/OYM JBY/SIY YYIM JUBLIUSIUOD
Jo Buyaay esauab s,jusio ayj o}
S19481 NOILOYHSILYS TIVH3IA0
¢AIaniep aoines

jo Ayjenb ayj o) piebau
Ulim uonoejsies j[e1aAo

InoA ajel NoA pjnom moH ‘g

pol

ayj Juss

paysnessiq A1ap - |

papiospun — ¢
paysnes — ¢
paysies Alop — g
ERLA [ayvD MOHS

essig-¢

e

-8.d asea|d]

..8BOS BUIMOJjOf BY) BuISN 8q Jjeys em ‘€ "ON wadj 10,

“Aenuns ay) ur suoysanb ay) jfe Joj douslael
8y} 8q [I!M 82IMIBS BUIjUOlY Saje] jey |

JO pajieA. JSe| 8ys JO 8y BOIAIBS BUILOL
Jeym yse ‘Aouabe ayj Jo aoias auljuoly
8UO UeY) aJoul Jo pajieAe Juapuodsal ay) Jf

¢ Aouabe
SIY} wodly |ileae noA
pip 821A18S Buljjuoly

o

1433

SNOILVAYISEO /SNOILSTOONS /SLNINWOD ¥3IHLO

[¢A1en1j8p 80in18S BA0IdwWI 0 }sabbns noA uea esya jeym]

tejnorped Jeym -z

‘SYIEWRY

Auapya ay) pue ‘(samd)
Aupgesip yyum suosiad ‘uatiom
Jueubaud iof salyijioey ‘eale
Buryiem ‘woos pojwos :Bumoyjoy
8y 0} J8jal ‘SI|L IOV
0ISYd Jo uoluyap Ioj payse Jf
¢ fousbe
siu} Aq papinoud
sal|Ioey dIseq Ay} Yum
noA ajam paysies MoH ‘61

16



€Ll

Sleway

noAey pue

‘uoneyuan ‘buyyby ‘ssaulepio
'sseujjueajo ‘Ayjiqissaooe
‘suoios.ip/abeubys :buimoyjos
84} 0} 18jal 'dN L3S TYOISAHA
40 uolyuyap Joj paxse j
¢fouabe ay) Jo

dmas jeoisAyd sy yym
noA a1om palsiies MoH

suojjoesuel)
Aiessaoau ayj jfe paysiuy

aysyay awn ay) o} Aousbe

ay) je paLLe Juspuodsal ay)

aw 8y} s18n00 JWIL TTVHIAO
¢uonoesuel}

InoA a)e|dwod o)

%00} i B [[EISAG 8y} yim

8l

NOA a1aMm paysijes MoH “/ |

18I0 WIOPURY Ul PBYSE JO PAjYNYS 8q PINOYS GL 0} /| “SON Waj]

SISeq gIAYIS LS¥IH TN0D
1S¥i4 e uo wayj o} buipusye
Buipryour ‘spayo jo juaiujean
(enba s, Japinosd aoinies
juswieal)

|eoIyle pue ssaulied /gl

OoN
S8A

801

(=]
a

8 'ON waj 0} bmmuoxq ‘ONJI

ON
SOA

a
O

8 "ON Waj| 0} paaooid ‘ON JI

ON
SBA

m]
[m]

(Ayoads asead) siayi0
spuau4/Ajiwey
psenb Ayinoag

Aouabe ay} Jo AOVd
sauinbui 0} Aldai

ul AousbBe ay} wouy rew]
Kouabe ay} jo aysgapp
$8InY201q Se yons
Sjusawnoop pajulid
spieoq||iq ‘siajsod
siadedsmaN

olpey

AL

Jayey) s,uazyn

oooao

oa

O0Dooaoao

£8|qepuejsiapun
pue 1es|o }i S|

éideyp
s.uaziyn s Aouabe
oy} peal noA pig

£,991)jo 8y} uj aoe|d
snonoidsuoo Ataa

e ]B JO JO 90UBus uiew
ay} je pajsod Japeyn
s,uaziyI ayy 8as nok pig

'90IN0S Ny 8J0110Ua 85e8|d

¢uolewojur Jo 824nos
NIVIAl INOA s yoiym
‘s821N0S asay)] chE(

“Adde jeyy e yoayo sses|q

¢,90I1M8s ay) Buljieae
J0 ainpaooud ay} uo
uoljBWIOJUI JO S82IN0S

INOA aJe Jeypp

17



601

a|qealiddy JoN

ON
syseway SoA

8|geoddy JoN

ON
Syieway S8A
ON
Syleway SOA
ON
Syleway SOA
ON
syeway SOA
ON
Sylewsy SOA
ON
Syewsy SBA

Unm Ajdwoo Aousbe sy piq [spsepuess pejsod s Aousbe moys] *g

a

WISIUBYOS|\
JoeqpseS “/'g

sjurejdwod Buijiy
10} 8Inpaoold ‘9'g

*Sof %98y ‘g0inIes

8y) 10} 88) ou S| IaY) J

Aiessaoau |
'S88) JO Junowy ‘g'g

uL1o

oy} Aq pajussa.d
2q 0] spuUswWno0(q ‘y'g

$$9001d
8y} 8pnjouod
0} BWI} WNWIXBY €°Q

dajs yoes
10} 9|qIsuodsal

eafoidwueoo '8

ainpaosold
deys-Ag-deis L'g

¢ Spiepuejs pejsod Jiayy

(433
o o [m] m] ]
[m] [u] O o o
] [m] [u) [m] m]
] m] u] [a] m]
s m] 0 u] [m]
] m] m] u] u]
S 1 4 € 4 }

Spaau aysyal jeym Jusijo anb
0] pajoadxa si jeym uey)
alow op o0} ssaubuym pue
‘SSauaIjod/sSaUSN0apN0s
‘ssaulpuaLy s Japiaid sanies
ol elxa
pue Asauno) 9'9}
sanes
paunbas ay) Butienyep u s
aousjadwo) g9l
papinaid buiaq
80inI8s ) Jo Buipue)siepun
/ U0 uoneuLioul
aNISUaIXa S Japinald oines
abpajmouy 19l
paniadal jusijo ay} jey)
80JMI8S Y} JO Jonpo.dynsal
|wodNQ €94
Japinasd aoinies ayy
Aq uanib uonuaye ajeipauLLl
uonusyy
— ssauljewl] z'9L
Japinaid 8oines
ay) Aq uanib uonoesuel)
InoA o} 8wy asuodsal
awl| asuodsay
— ssauldwi] L'9L

:Buimoy|oy ayy jo

Swa} Ut papiaoid 80IA18S 8] )M NOA a1am palsiies MoH "9l

FTVOS

paysiessiq Asep — |
paysiessiq - g
paplospun — ¢
paysiies — v
paysnes AoA — g

(a0 MOHS 8y jussaud sses)d]

.-8]B3S BuImojjof ayj Buisn aq [leys am ‘6L 0} 9L "SON wWajy| 104,

18



322

ON O
Syewsy saA O

Mmouy juog o

ON
S8A O

[mi

Mouy juog O
ON
Sap D

[m}

Bunnp uaAe sjusld 0} pusje

ON O
sap O

s|geondde JoN ©

(s|ieyop anib asesid) oN O
SOp O

ON D
STVLIF YIHLO

ANNOWY
(s|rejap aAIb aseaid) sep O

ipeal 0] Aseo ale jey)
SpJed uoledluapl
Jeam s/iapinold
9VIAISS 3y} pIg

|jsuuosied dOvd

JBPIAOIH BOIAIBS

£$¥ealq youn| Jo 99400
Jouuosiad Buimolioy ayy piq

¢lauuosiad
a|qeabpajmouy

e Aq o) papusiie

st1eul (@Ovd) y¥sea
sjureydwoy / aoue)sissy
al|gnd & 88s noA piq

¢9pew noA syjuswAed
3y} ||e 10} Jus|eAInba sy
Jo ("Y'0) 1dieoai jeiyo
ue usAIb noA alapp

¢idyeyy s,usziyio

ay} ut pajsod asoyireyy
uey} 4ayjo JuswAed
Aue syew noA pig

Gl

Vi

€l

¢l

L

ON O
Sylewsy SsA O

ON O

(syreyep anIb ases|d) sep O

SuoN O

(Ajroads ases|d) sainseaw Jay)Q o
saljIAoe

yons 0} 8Ale|al s
|eba| Jo/pue saniAnoe

Jaxy Bunoidap spe A | /S0spIA O
1No paj|l} 8q 0} SWHOH UO

pajuud sbulwepy/siapulway O
|ouuositad Ajunoas
Jo/pue siapiaold 8oIAIeS

woyj sbululepp/siapuiwey O
PaJOIAUOD UBaq

9ABY OYM SJaXI) JO sojoyd O
'0}9 ‘sainyooiq

‘spJeoq]|iq ‘s1e)sod O

¢SIy} Buipsebal sanuoyne
Jadoud ayj pawuojul Jo
juie|dwod e ajiy noA pig

:uoysanb
dn-mojjoj ay) yse ases|d ‘SIA 4

¢uonelapisuoo
J0 abejueape
J8yjo Aue Jo Asuow Joy
abueyoxa u| suopoesuel)
aje)ijioe) o} NoA
yoeoidde suoAue piq 0L

‘sainsesl ONIXIH-[LNY woy
18y)ip sainseall NO[LdNYHOD
® L4VHO-[LNV ey} 8jou ases|d

‘Aidde jey; e yoayo eses|q

¢ Aouabe

ay} Aq pasn aiam

s1ax|j Jsulebe sainseaw
Buimol|o} ayy JO USIUM 6

19



Report Card Survey Inspection Checklist

Annex 2

9l

“LISIA 40 3WI1/31vQa

“H3HOYVY3IS3Y 40 INVYN

:SS3YAAY AONIOY

‘INVYN AON3OY

JHIYNNOILSINO FHL NO SW3LI IWOS OL
SISNOJSIY ONILVYAITVA 4O SISOdYNd 404
ATINQO 3SN SAIMIINYILN] ¥0O4

1SI"TMO3HO
NOILO3dSNI

'PBUIBDUOD 8le SBIINIBS BUIfJUOLJ SB JBJoSUl
Bunuiopred aue ssiouabe moy pue pamojjos buraq eie
Ja)eYD S,UBZIID By Ul SUOISIACID MOY UO XOBqP83) UIBIGO 0}
(£00z Jo oy 8de| pey-juy) 686"y ¥ 40 04 088 o} juensind
UOISSILLLLIOD) 8IINIBS [INID BY} Aq pajonpuol)

AJANUNS AV 130d3TY
(VL¥V) 1oV 3dV] a3y-ILNY

€102 ‘L€ yaue sandxg
20-5021-0SD "ON |eroiddy gOSN
1sIpjoay) uonoadsu|
— Aoning pied poday VIdY

123

(sso32W 2.eNbS UI)
ERIVERETINTTREIN
10} pajjo||e aoeds
901440 JO BALE [BJO ]

Aep
aUy UM pansss
SJUaIO JO JaquINN

80IAI8S
BUIUO.y JO BWeN

“mojaq 9|qe} 8y} Ino ||} asea|d

‘SNOILVAYISEO d3HLO

20



ON
ON

oN

OoN
oN
oN
ON

ON

oN

oN
oN

O o o oo

seA O
seA O

seA O

saA O
soA O
seA O
seA O

soA O

saA O

seA O

saA O

-1 3

Apapie ayy(samd) Aligesip yim suosiad
Juawom Jueubaid Joj sanioey/saue) [e1oads e

eaJe BUliEm JUBIUBAUOD) o
SWOOJ HOJWOD UBBID o

S3LLNIOV A JIsvg

Aouabe ay) ul spun 9oIAI8S
auljuouy JusIayIp ay) Jo JnoAe| |eatsAyd poo e

(s)uun aoinies aulpuol) pAYbI-lop e
(S)nun ao1A18s BUIUOL ABPIO PUB UBBID @
(S)iun 8o1nies BuIjUOY B|QISSADY o
suonoalp 10 abeubis ajqejieAy e

dN.13S TYOISAH

peaio)Aseq e

S3LVIdIWYN/(SAI) SA¥VD NOILYOIILNIQ]

(s)Jopinoid 9o1AI9S BUIUOI] @
jouuosiad QOvVd e

37NY Mv3dg HONNT ON

SyIBWOY

(jouuos.ad sjqeabpsimouy Ym)
¥S3Q SINIVIAWOD / IONVLSISSY dand

LLL

SRIeway

(Ayroads esesyd) sainsesw Jayj0

oN O seA DO L
SBNIANOE YONS 0] ANE|as sanijiqel|

oN O seAD |eba| Jo/pue saniAnoe saxy Bunoidep sospiA joasn e
no pajly aq 0}

oN O seADd swJoj uo pajuud sbuluiepy/SIopUIWLSY e
|Jouuosiad Ajunoss

oN O sap O ‘opue s1epinoid 90IA19S WOl SBUILIBAN/SISPUIWLRY e

oN O seAO SJoxIy pajoIAuoo Jo sojoyd jo Bunsod e

ON DO seADd '0}8 ‘sainyoolq ‘spieoqiiq ‘sioisod Jo 8sn e

NOIVAAVD d3XI4-ILNY

SyIBWaY

ON O ssp\ O wisSiuByoaW ¥oeqpaay e

oN O sexD sjuiejdwoo Bully J0j 81Npadold e
oN O seAO Aressadau § 'S99} JO JUNOWY «
oN O seA D sl 8y} Aq pajussald aq 0} sAUBINDOQ «
(seouejswnolio [ensnun
0} anp uoisuajxa Joy polad sjgemoye bulpnjouy)
ON O saAD $$9901d 8Y) BPNJOUOD 0} BWI} WNWIXEN «
oN O soAD dais yoes .o} 8|qisuodsal 8akojdw /19210 «
oN O sapAD aunpadoud deys-Aq-deis «

Aouabe auijjuoly yoea J0j SPJEPUB]S 80IAI9S e

oN O seA D SBOIAIBS SUIUOL JOISIT e

oN O soAO Aouabe 8y} JO UOISSIW PuB UOISIA o

YILYVHD SNIZILID |
‘swayl TV ul xoq ajeridosdde ayy 3oayo aseald

21



Annex 3: RCS Results for lloilo City

On Citizen’s Charter: Client’s Sources of Information, lloilo City
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Citizen’s Charter: On Visibility and Clarity, lloilo City

0
3% 3%

4%

H Respondents who did not see
the CC posted

H Respondents who saw but did
not read

“ Respondents who saw but but
did not understand the posted
cc

H Respondents who saw, read
and understood the posted CC
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Citizen’s Charter: On Compliance with Standards Posted, lloilo City

30
25
20
15 =
10 l
5
0 Officer/ ]
icer .
Step-by- | employee M:}X imum | Document/ Amount of | Proceduce
. ime to s to be . o Feedback
step responsible fees, if for filing R
rocedur for each conclude | presented n mplaint Mechanism
procedure the process | by clients ecessary | complaints
step
MYes 25 14 3 28 21 8
MNo 5 16 27 2 9 10
L Not Applicable 0 0 0 0 0 14 12

Citizen’s Charter: On Measures against Fixing, lloilo City
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Citizen’s Charter: On Hidden Charges

35

30

25 -

20 -
4 No

15 - MYes

10 -

Received ORs Made Additonal Payments

Citizen’s Charter: On PACD and No Noon Break Policy, lloilo City
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15 - HYes

ENo

“Don't Know
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wearing easy to  Service Provider PACD
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Client Satisfaction: With Frontline Service Provider, lloilo City

Timeliness - Timeliness - Courtesy and Fairness and
Response Attention Knowledge | Competence Extra Mile Ethical
Time Treatment
EVery Dissatisfied 0 0 0 0 0 2
E Dissatisfied 9 6
“ Undecided 11 3 7 6 9
W Satisfied 14 20 18 14 7
HVery Satisfied 4 3 5 4 8 6
Client’'s Satisfaction: With Service Quality, lloilo City
14
12
10
8
6
4
2
0 Vi
ery . g . e .
Dissatisfied Dissatisfied Undecided Satisfied Very Satisfied
H OQutcome 0 1 12 12 5
B Over-all Satisfaction Time 1 3 12 11
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Client’'s Satisfaction: With Physical Set-up, lloilo City
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13
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10

0 T T
Very Dissatisfied Dissatisfied Undecided

Very Satisfied

Client’s Satisfaction: With Basic Facilities, lloilo City
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Client’'s Satisfaction: With Entirety of Transaction, lloilo City
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Very Satisfied Satisfied Undecided Dissatisfied Very Dissatisfied
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Annex 4. RCS Results for Cagayan de Oro City

1.

On the compliance with the provisions of the Anti-Red Tape Act

1.1 On the Citizen’s Charter

Figure 1. NUMBER OF RESPONDENTS WHO HEARD ABOUT THE CITIZEN'S
CHARTER FOR THE FIRST TIME

HYES

ENO

Responses on the posted Citizen Charter

Cagayan de Oro City Hall
Cagayan de Oro City

Response Number %
Respondents who did not see the CC posted 19 63.33%
Respondents who saw but did not read the posted 5 16.67%
CC
Respondents who saw read but did not 0 0.00%
understand the posted CC
Respondents who saw, read and understood the 6 20.00%
posted CC

TOTAL 30 100%
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Sources of information on Procedures Availing of the Services

Cagayan de Oro City Hall
Cagayan de Oro City

MEASURES Number Yo
Citizen's Charter 1 3.33%
TV 1 3.33%
Radio 1 3.33%
Newspaper o 0.00%
Posters, billboards s 16.67%
Printed documents such as brochures = 6.67%
Website of the agency o 0.00%
Email from the agency in reply to inquiries o 0.00%
PACD of the agency o 0.00%
Security Guards 3 10.00%
Family/Friends i3 43.33%
Others S 30.00%
asked one of the employee 1
asked someone in the entrance 1
asked the employee 2
asked the utility, em ployee 1
information table at the entrance 1
personnel inquiries 1
routine 1
YEARLY ROUTINE 1
Compliance with the posted standards
Cagayan de Oro City Hall
Cagayan de Oro City
PARTICULARS YES Not Applicable NO
Number % Number % Number %
Step-by-step procedure 28 93.33% 2 6.67%
Officer/Employee responsiblefor 28 93.33% 2 6.67%
each step
Maximum time to conclude the 30 100.00% o 0.00%
process
Document/sto be presented by 29 96.67% 1 3.33%
theclient
Amount of fees, f necessary 28 93.33% 2 6.67%
Procedure for filing complints (o] 0.00% 26 86.67% 4 13.33%
Feedback M echanism o 0.00% 28 93.33% 2 6.67%
TOTAL 143 54 13
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1.2 On Anti-Fixer Campaign

AGENCY MEASURES AGAINST FIXERS
25
20 |
15
10
? ? i ? A i A i
. S S S
0&0% & Qé}&\ Qé{:)\ C‘\é r—}gﬁ) éogo
& s & & & ¢
N S S S &0 ~
& < < < S &
Number of Clients Approached by a Fixer
Cagayan de Oro City Hall
Cagayan de Oro City
Approached? Number %
Yes 1 3.33%
No 29 96.67%
TOTAL 30 100%
1.3 On Lunch Break Rule
Observance of No Lunch Break Rule
Cagayan de Oro City Hall
Cagayan de Oro City
No Lunch Break Rule? Service Provider PACD
Number % Number %
Don't Know 14 46.67% 23 76.67%
No 5 16.67% 0 0.00%
Yes 11 36.67% 7 23.33%
TOTAL 30 100% 30 100%
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1.4 On Public Assistance Complaints Desk/PACD

Number of Respondents noticed a PACD

Cagayan de Oro City Hall
Cagayan de Oro City

Noticed a PACD Number %
Yes 9 30.00%
No 21 70.00%
TOTAL 30 100%
2. Overall Client Satisfaction
Satisfaction with Service Provider
Satisfaction Satisfaction Drivers (Frontline Service Provider) Satisfaction Drivers
Level (Service Quality)
Timeliness - |Timeliness - | Knowledge | Competence | Courtesy Fairness Qutcome OQverall
Reponse Attention and Extra |and Ethical Satisfaction
Time Mile Treatment Time
Very Dissatisfied 0 0.00 0 0.00 0 0.00 0 0.00 1 333 1 333 0 0.00 0 0.00
Dissatisfied 1 3.33 1 3.33 0 0.00 0 0.00 1 333 0 0.00 0 0.00 1 333
Undecided 2 6.67 1 333 3| 10.00 3| 10.00 9| 30.00 71 2333 1 333 3| 10.00
Satisfied 16| S3.33| 13| 4333| 13| 4333| 19| 6333| 14| 45667 18 6000 20 6667 21 70.00
Very Satisfied 1" 3667 15| 50.00| 14) 4667 8| 2667 S| 1667 4 1333 9| 30.00 5| 16.67
Total 30( 100.00f 30| 100.00, 30( 100.00f 30( 100.00| 30 100.00; 30| 100.00f 30( 100.00f 30| 100.00
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2.1 On Basic Facilities

Satisfaction of the clients in the Basic Facilities of the agency

Cagayan de Oro City Hall
Cagayan de Oro City

SATISFACTION LEVEL Number %
Very Satisfied 4 13.33%
Satisfied 16 53.33%
Undecided 8 26.67%
Dissatisfied 2 6.67%
Very Dissatisfied 0 0.00%
TOTAL 30 100%
2.2 The Physical Set-Up
Satisfaction of the Physical Set-up of the agency
Cagayan de Oro City Hall
Cagayan de Oro City
SATISFACTION LEVEL Number %
Very Satisfied 8 26 67%
Satisfied 19 63.33%
Undecided 3 10.00%
Dissatisfied o 0.00%
Very Dissatisfied o 0.00%
30 100%

TOTAL
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